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IHosicuuTeILHAA 3aNIUCKA

Hacrosiiune Meroauueckue yKa3zaHUsS MpeAHA3HAYEHbl ISl CTYIEHTOB
Kouiemxka, oOydaromuxcs no cnenuaibHoct 43.02.14 T'ocTUHUYHOE AEIO.
[lenpt0 AaHHBIX METOJUYECKHX YyKa3aHUU SBISETCS pa3BUTHE Y CTYACHTOB
HABBIKOB YTCHHS W TOHWMAHUS aHTJIOS3BIYHOTO TEKCTa MO MpOo(ecCHOHATBHOM
TEMaTHKe, IMOATOTOBKA CTYACHTOB K peepaTUBHOMY MEPEBOAY HHOSIZBIYHOTO
TEKCTa, 3aKpEIJICHUE TEeMaTHYECKOM JIEKCHKH, a TakKe pPa3BUTHE HAaBBIKOB
TOBOPEHUSI.

B pesynbTaTte ocBOeHUs NPOPECCUOHATBHOIO MOYJISl CTYI€HT JOJIKEH:

UMeTh MPAKTHYECKH ONBIT B:

— IJIAaHUPOBAHUM, OPraHU3allMU, CTUMYJIHPOBAHUH U KOHTPOJIE JEATEIHHOCTH
COTPYIHUKOB CIIYKObI OpOHUPOBAHMS U MPOJAXK;

— pa3paboTKe MPaKTUYECKUX pPEKOMEHJAlui 1Mo (OpPMHUPOBAHUIO CHpoca U
CTUMYJIMPOBaHHUIO COBITA TOCTUHUYHOTO MPOAYKTAa JUIS Pa3INYHBIX IIEJIEeBBIX
CETMEHTOB;

— BBISIBJICHUM KOHKYPEHTOCITOCOOHOCTH TOCTHHUYHOTO MTPOYKTa,

— omnpenencHud dPPEKTUBHOCTH MEPOTPUATHH IO CTUMYJIHUPOBAHUIO COBITA
TOCTUHUYHOTO TMPOIYKTA.

yMeThb:

— OCYUIIECTBJIATh MOHUTOPHHT PbIHKA TOCTUHUYHBIX YCITYT;

— BBIIEJIATH LIEJIEBOM CETMEHT KIMEHTCKON 0as3bl;

— coOupaTh U aHAIU3UPOBATh UHPOPMAIUIO O MTOTPEOHOCTAX LIETIEBOTO PHIHKA,

— OPHUEHTUPOBATbCS B HOMEHKJIATYype OCHOBHBIX U JIONOJHHUTEIBHBIX YCIyT
oTens;

— pa3pabaTbIBaTh MEPONIPUATHUS IO MOBBIIIEHUIO JIOSUIBHOCTH FOCTEH;

— BBIABISITh  KOHKYPEHTOCHOCOOHOCTh ~ TOCTMHHMYHOTO  IPOJAYKTa U
pa3palaThIBaTh MEPOIIPUSITHS 110 €€ MOBBIILIECHUIO;

— IJIAaHUPOBATh U MMPOTHO3UPOBATH MPOAAXKY;

— TPOBOJIUTH OOy4YeHHE, TepCOHalla CIIyKObl OpOHUPOBAaHUS U MPOJAK
npuemMaM 3P GHEeKTUBHBIX TPOJIAK.

3HATh:

— CTPYKTYPY U MECTO CIIy>KObl OPOHUPOBAHHUS U MPOJAXK B CUCTEME YIPABICHUS
TOCTUHUYHBIM TPEANPUSATHEM M B3aUMOCBS3U C JPYrUMH TMOApPa3ieICHUSIMU
TOCTHUHHUIIBI;

— CIOCOOBI YIPaBICHUS 10X0AaMHU TOCTUHUIIBL;

— 0COOEHHOCTH CIpoca U MPeaoKEeHUs] B TOCTUHUYHOM Ou3Hece;

— 0cO0EHHOCTH PabOThI C pa3IMUYHBIMU KAaTETOPUSMHU FOCTEH;

— METO/IbI YIIPABIICHUS MPOAaKaMU C Y4ETOM CErMEHTAIUH;

— c1moco0bl MO3UIIMOHUPOBAHUS TOCTHHMIIBI M BBIIEJCHUS €€ KOHKYPEHTHBIX
MIPEUMYIIECTB;

— OCOOEHHOCTH TMpoJax HOMEpHOro (OHAA U JOMOJHUTENIBHBIX YCIYT
TOCTHUHHIIBI;

— KaHaJIbl U TEXHOJIOTUH MPOJaX TOCTUHUYHOTO MPOAYKTA;



— 1eHooOpa3oBaHue, BUIbI Tapu(PHBIX TJIAHOB U TapU(DHYIO TOJUTUKY
TOCTUHUYHOTO TIPEANPUSITHUS;

— TPUHIUIIBI CO3/ITAHUSI CUCTEMBI «JTIOSTTBHOCTHY» pabOThI C TOCTAMU;

— METOJbl MAaKCUMU3AIINH J0XO00B TOCTUHHUIIBI,

— Kputepuu 3PpPEeKTUBHOCTH pabOTHI IEpCOHAIa TOCTUHUIIBI 110 MPOAaKaM;

— BHU/JIbI OTYETHOCTH IO MPOJAKaAM.



IIpakTHyeckoe 3ansTue 1.
Tema 1. Padora agMuHHMCTPATOpPAa B TOCTHUHMILE.
1. Texct The Front Desk
2. Jlexcuka u ynpaknenus o teme The Front Desk

esab padoThbI:

1. [ToHuMaTh CYIIHOCTh M COLMAJIBHYIO 3HAUUMOCTh CBOEU Oynylei npodeccuu,
IIPOSIBJIATH K HEW YCTOWYMBBIN MHTEPEC.

2. @opMHUpPOBAHME KOMMYHHMKATUBHBIX KOMIIETEHIIMI, OBJAJCHUE JIEKCUKON U
A3bIKOBBIMHU KIJIMIIIE TIO TEME.

Vocabulary:

a mailbox — MOYTOBBIN AIKK

a rack with pigeonholes — sunx s KOPPECTIOHAEHLIH

accounting office — Gyxrantepus

bellman — nocbUIbHbBIA

check-in procedure — npouenypa pemCTpanuu

check-out procedure — pacrulaTHThCd B TOCTHHULE M YeXaTh

concierge — KOHCBbEpX; KOHChEPXKKaA

doorman — mseiLap

foreign currency exchange — 0OMeHHBIH TYHKT

lobby — BecTHOMONb, TPHEMHAs, XOJUT; KOPUIOP

overbooking — H30bITOYHOE 6pOHPIp0BaHH€

porter — HOCWIBHINK

reception — cToiika agMUHKCTpaTOpa, IIpUeMHas (B rocTUHH-
1e); at reception — B npHeMHOii; reception desk — KoHTOpKa
MOpThe, KOHChEPXKa (B IOME, TOCTUHHULIE U T. T1.)

registration desk — cton perucrpanuu

room clerk — mexXypHBIH B TOCTUHMLE (TIpEAOCTaBIsgeT HOME-
pa, BelleT KHUTY PErCTpaliMy MPUE3kKUX U T. L)

support functions — TOMOJHUTENBHBIE YCIYTH

telephone switchboard — xomMmMmyTaTop

the ability to work smoothly — cnoco6HOCTE BHIONHATE padbo-
Ty 6€3 3allepXeK

to be the representative — GbITb IPEACTaBUTENIEM

to deposit valuables — xpaHHTh LHEHHOCTH

to designate — Ha3HayaTh, ONPENENATH, yCTaHaBJIPlBaTB YKa-
3bIBaTh

to fill out a registration card — 3aHOJHUTH PETUCTPALMOHHYIO
KApTOYKY ) '

to handle a complaint — pa36upatk xanody

to pay the bill — onnatuts cyer

to pick up keys — 3a6uparh KIIOYH

to resemble — TIOXOOWTE, UMETH CXOACTBO

to straighten the problem — paso6partbcsa B npobieme



Special Terms:

Reception area — another term for the front desk, the area in
the hotel where the guests register, pick up keys, pay their
bills and so on.

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

Registration desk — the part of the front desk that is used to sign
in or register the guests of the hotel.

Referral system — a system for interchanging reservations
among a group of hotels. Many of the hotel chains are in fact
referral systems.

Read ant translate the text:

THE FRONT DESK

Almost all of the employees who work at the front desk of a
hotel have frequent contact with the public. The front desk is the
term that designates the counter where the guests register, pick
up their keys and mail, request information, deposit their valu-
ables, and pay their blllS It is called the reception area. In a small
hotel or motel, all of these different functions may be handled
by one or two people, but a large hotel assigns several people to
clearly defined jobs at the front desk.

The front desk is located in the lobby of the hotel. The lobby
is the public entrance area that gives access to the guest rooms,
restaurants, bars, shops and other facilities in the hotel. In a
commercial or resort hotel, the lobby is often a large space that
contains lounging, reading and writing areas. It is often used as
a meeting place by the guests and the general public. The lobby
of a motel that serves overnight transients, on the other hand,
may be only about the same size as the waiting room in a doc-
tor’s office. ‘

For the convenience of the guests, the front desk is almost
always located near the hotel’s main entrance. In a large hotel,
it is divided into sections. One section is the registration desk,
where the guests register or sign in. A second section is the area
where the guests pick up their keys, mail and messages. This part
of the counter has a rack behmd it with plgeonholes for each



guest room in the hotel. The third section is an information desk,
where the guests can ask for information or make local travel
arrangements. This area often includes a mailbox. The forth
section is the cashier’s desk. The cashiers not only receive pay-
ment from the guests, but also cash checks, make change and
exchange foreign currency. Some hotels also offer a transporta-
tion desk, where the guests may get advice or help with their trav-
el plans.

~Connected with the front desk, but normally out of sight of
the public, are other offices with support functions. One office,
for example, is often set aside to handle reservations. The cash-
ier’s counter is usually connected to the hotel’s accounting of-
fice, of which it is a public part. The hotel’s telephone switch-
board is also usually located near the: front desk. Many hotels
have one or more assistant managers stationed either behind the
front desk or at a desk in the lobby. Their jobs may include greet-
ing important guests, straightening out problems w1th reserva-
tions or handling rotitine complamts

The employee who checks in arriving guests and assigns them

- to their rooms is the room clerk. When the room clerk has con-
firmed the availability of the accommodations, the guest fills out
a registration card with his name, home address and any other
pertinent information. The room clerk fills in the room num-
ber and the rate the guest will pay. One section or a copy of the
registration card is normally sent to the cashier’s office and an-
other to the telephone switchboard. Another procedure that has
come into common practice in recent years 1s.establishing credit
in advance by means of credit cards.

All of these steps, which take only a few moments in a
smoothly funetioning system, make up the check-in, or regis-
tration, procedure. When it is completed, the room clerk calls a
beliman and gives him a slip with the room number.

In addition to the check-in procedures, the room clerks are
customarily responsible for recording advance registrations, Re-
quests for rooms may come from travel agents or the transpor-
tation companies; they may be received directly from the pub-
lic by telephone or letter; or they may be handled by a teletype
machine or computer. The latter is true espec:1ally when the hotel
is a member of a chain or a referral system, in which a group of



hotels and motels have joined together to interchange reserva-
tions.

The employee in charge of keys and information is often
called the concierge, the French term for doorkeeper or custo-
dian. He is also expected to provide information about local en-
tertainment, events and sights of interest. He usually arranges
for local transportation, including taxis, airport buses, or sight-
seeing tours, if the last is not a separate operation. He may also
perform small chores for the guests, such as mailing letters and
packages. | |

The cashiers are the accounting office employees who have
direct contact with the guests. In addition to settling accounts,
they also make change, cash traveller’s checks or regular bank
checks and exchange foreign currencies. Postings on the room
accounts are kept up-to-date in order to expedite the check-out
procedure. The cashiers usually ask departing guests if they have
incurred any last-minute charges for the telephone or for food
and beverage service. If the answer is affirmative, the cashier
must verify the charge before presenting the final bill.

So, the primary job of front desk personnel is to take care of
the check-in and check-out procedures and to provide helpful
information to the guests in order that their stay in the hotel may
be comfortable and convenient. Even in a small hotel where only
one or two people work at the front desk, their jobs resemble
those in a large hotel employing many more people. In the eyes
of most customers, the front desk employees are the represen-
tatives of the hotel. Their ability to work smoothly is an impor-
tant factor in the success of the hotel.

Comprehension questions:

1. What do the phrases front desk or reception area desig-
nate? What is the difference between the way front desk
functions are handled in a large and small hotel?

2. How does the lobby of a small hotel differ from the lob-
by of a large one? |

3. What are the sections into which the front desk of a large
hotel is divided? What business is handled by each sec-
tion?
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What are some of the support functions of the front desk
that are normally out of sight of the public?

What are the duties of the room clerk? :
. What are the duties of the clerks at the key and mforma-
tion desks? |

. What are the customary duties of the front desk cashiers?
. 'What is the primary job of the front desk personnel? Why
is this an important job?

00 ~1 mg_n

1. Phonetic Drill. Transcribe and pronounce correctly:
Valuables, assign, pigeonholes, switchboard, straightening,

routine, complamt pertinent, procedure smoothly, concierge,

chores, affirmative.

2. Find English -eq_u'ivalen'tjs_é_ in the text and use them in
the sentences of your own: __
(1) yacThlif KOHTAKT ¢ moceTuTesIMHK (2) mpueMHas (3) 3a-

OpaTh KII04M ¥ TouTy (4) OCTaBIsTh LIeHHOCTH (5) OI1aYyMBarh

cyet (6) BecTH61071b (7) MOYTOBBIA ALIMK (8) OOHATMYUBATD YEK

(9) o6mensaTh BamoTy (10) KoMMyTaTOp (11) BCTpEyaTh Bax-

HbIX rocrei (12) noaTBepAUTH HaIUYMEe CBOOOAHBIX MECT

(13) 3an0NHUTH PETUCTPALIMOHHYIO KapTOYKY (14) 6e3 c6oeB

GbyHKUMOHUpYIOIas cucreMa (15) TpaHCOPTHBIE KOMIIAHUH

(16) pasmensatb GyHKIUH (17) ocBOGOANTE HOMED B TOCTHHU -

ue (18) yeaxawlumii rocts (19) HarloMuHaTh paboTy B OAPYTrux
orenax (20) BaxHblit ¢pakTop ycnexa.

3. Make up at least 15 questions of different types to the
text. | |
4. Give antonyms to the following words and word-com-
binations: -
(1) employee (2) to check in (3) to receive payment (4) to
complain (5) to depart



5. Agree or disagree with the following statements. lee-
your reasons.

Use:
For disagreement: For agreement:
— that’s not quite right... — that’s right...
— Oh, no, quite on the contrary... — exactly...
- It says in the text... - — | agree entirely:..

1) Front-desk employees have very little contact with the
~ guests.
- 2) The lobby of the hotel is frequently used as a meeting
place by the guests and the general public as well.
3) In a large hotel, the front desk is often divided into dif-
ferent sections W1th specialized functions.
4) All parts of the front desk are arranged so that the public
can easily see everything that goes on.
5) Room clerks not only make room assignments for arriv-
ing guests, but also nermally handle advance reservations.

6. Give the detalle_d retelling of the text.

IIpakTuyeckoe 3ansitue 2.
Tema 2. Perucrpanus rocrei.

eab pabdoThbI:
1. [TornmMaTh CYIIHOCTH M COLMATBHYIO 3HAYMMOCTh CBOEH Oyayiel mpodeccun,

MPOSABJIATH K HEW YCTOMYHUBBIA HHTEPEC.
2. @opMHpOBaHHE KOMMYHHUKATHBHBIX KOMIIETEHILIMM, OBJIAJICHUE JIEKCUKON U

A3BIKOBBIMHU KJIHUIIC ITO TCEMC.
Read and memorize the dialogue.
CHECKING IN

Guest: Good evening. My name is Casado I have a Tes-
ervation.
Reception: Good evening, Mr. Casado.Yes, we received your
: telex. A single room for two nights, leaving on 22™
December. Would you please fill the registration
form? I'll get your key.



Guest:

Reception:

Guest:

- Reception:

Guest:

Reception:

Guest: .

Reception:

Guest:

Thank vou. |

Here is your keycard. Your room number is 807.
Would you like dinner tonight?

Perhaps later.

Well, the hotel restaurant is open until 11.00 p.m.

But 1f you want somethmg to eat later than that,

just call room service.

Good. Er... is Mr Archer here yet?

No, sir. Not yet. But I’ll ask him to call you when
he arrives. Will you be in your room?

Yes, 1 think so.

Certainly, sir. Now... the bellboy will show you to
your room. Have a pleasant stay in Stockholm, sir!
Thank you.

Read and memorize the dialogue.

Cashier:
- Guest:
Cashier:
Guest:
Cashier:

Guest:
Cashier:

Guest:
Cashier:
Guest:

" Cashier:
Guest:
Cashier:

CHECKING OUT

Good afternoon. What can I do for you, sir?

1°d like to check out now.

Your name and room number, please?

John Smith. Room 678. |
Just a moment, sir. I’'ll draw up your bill... here’s
your bill, sir.

And what’s this amount for?

That’s for the phone calls you have made from your

room. And that is for the in-house movies.

I see. May I pay by traveller’s cheques?

Certainly, sir... Thank you. Here’s your receipt.
Thank you. May I leave my luggage here until ['m
ready to leave this afternoon? I’d like to do some

'shoppmg ‘
Yes, sir. How many bags do you have?
. Just these two. I'll be back at around 3 o’clock.

That’s fine. Have a nice day, sir.



Registration Card Typical Format

Following is a typical format of a registration card —

Registration Card
Date:
Reservation Number:
Hotel Name:
Hotel Address:

Contact Number:

Email:
Fax:
Guest Name:
Address:
Mobile Number: Landline Number:
Organization:
Arrived from:
Passport Details: Visa Details:
Date of Issue: Date of Issue:
Date of Expiry: Date of Expiry:
Place of Issue: Place of Issue:
Visa Type:

Payment Option: Cash = Card = Cheque =

Card Type: Visa = Master = Other =

Card Details:
Card Number:

Date of Expiry:
Hotel Policies:

Guest SignatureFront Office Signature



IIpakTnyeckoe 3ansaTue 3.
Tema 3. MoaeabHbI€ IJ1arojibl.
1. OTmmuuTenbHBIE CBOMCTBA MOJAIBHBIX IJ1arojoB. MoaibHbBIE TJIarojbl U UX
SKBUBAJICHTHI, BIPAXKaIOlMe HEOOXOIUMOCTh COBEPILICHUS IEUCTBUS
2. MojanpHbI€ TJIaroJibl, BEIpaXXarolue BO3MOKHOCTh COBEPIICHUS JEeHCTBHUS.
MopanpHbI€ TJIAT0JIbI, BEIPAXKAIOLIUE MIPEAIIOT0KEHUE.

esab padoTbI:

1. TloHuMaTh CYIIHOCTh M COLIMAIBHYIO 3HAYMMOCTh CBOEH Oyayiei npodeccun,
IIPOSIBJIATH K HEHW YCTOWYMBBIN HUHTEPEC.

2. dopmupoBaHue KOMMYHUKATHUBHBIX KOMIIETEHLIUH, OBJIaJICHUE
IrpaMMaTHYECKUM MaTepUajoM.

I'maroner can (could), may (might), must, ought, need oTHocsTCS K rpyImie Tak
Ha3bIBa€MBIX MoAanbHBIX riarojgoB (Modal Verbs). MoganpHble riarosl He
YIIOTPEOJISIFOTCS  CAMOCTOSTEIBHO, a TOJBKO B COYETAaHUHW C HHOUHUTHBOM
cMbIcjoBoro  riaroma. OHuM  0003HAYalOT  BO3MOXKHOCTH,  CIIOCOOHOCTD,
BEPOSATHOCTh, HEOOXOAMMOCTh COBEPIICHUS JACHCTBUSA, BBIPAXKEHHOTO CMBICJIOBBIM
rJ1arojoM. MojiajibHbIe TJIarojbl B COYETAHUH C WHOUHUTHBOM CMBICIIOBOTO
riaroja yrnoTpeONsoTcs B MPEAJOKEHHH B POJHM COCTABHOIO TIJIaroJibHOTO
ckazyemoro: He can do it himself. Ou moowcem smo coenamo cam. They may
come tonight. Onu, moorcem 6vimo, npudym ce2o0Hs 6euepom.

Mo/iajbHbIC TJ1aroJibl He BBIPAXKalOT KOHKPETHBIX IIPOIECCOB (JelcTBuil), a
MOKAa3bIBAIOT JIMIIb OTHOIICHHE TOBOPSIIEro K JACHCTBUIO, OIICHKY JCHUCTBUS, T. €.
BO3MOXHOCTb, HEOOXOJUMOCTh, MPEINOIOKUTEIIBHOCTh,  OHKEHCTBOBAHUE,
paspemieHie W T. J. MoJajgbHbIC  TJIaroJibl SIBISIOTCS HEIOCTATOYHBIMHA
raarojamu(Defective Verbs), Tak kak oHH HE MMEIOT BCceX (POpPM, Kakue eCTh y
APYruxX  TjaroyioB.  [yaronel cam u May uMeroT  (GOpPMBI  HACTOSIIETO |
HPOIIIE/IIETO BpeMmeHu: can — could, may — might, rJIarojsl Must,
ought u need — TosbKO (HOPMY HACTOSIIIETO BPEMEHHU.

MoiabHbBIC [J1arojibl KUMEIOT Psii (GOpMaabHBIX OTIMYUTEIBHBIX OCOOCHHOCTEH.

Ne

nln OTJIMYUTEINIbHbLIE CBOUCTBA MOJANbHbIX MNMAronoB

1 He umetoT okOH4YaHust —s B 3-M nvue eaMHCTBEHOTO YMcna HacTosALWEro BpeMeHn. He
can do it. He may take it. He must go there. He ought to help him. Need he do it?

2 He nmeloT Henn4yHbIX opM (MHPUHUTMBA, FEPYHAMS U NpUYacTns)

3 He ynoTpebnstoTca Kak OTAENbHbIA YNeH MPeasioXeHus - MpoCToe  rnarosfibHoe
ckaszyemoe, HO TOJIbKO B COYETaHUU C eLle OOHUM, He MoZarbHbIM, rrarofniom B hopme
WHpHMTMBa 6€e3 4actuubl to (kpome ought 1 nHorga need), obpasyss cocTaBHOe
rnaronbHoe ckasyemoe. |must go there. 4 Oomken nodmu myda. You needn't
do it. Bam He HyxHO denamb amoezo. Ho: You ought to help him. Bam cnedosasno 6kl
MMOMOYb eMY.
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4 BonpocutensHaa n oTpuuatenbHas opMbl MoAdanbHbIX rrarornoB obpasytoTtca 6e3
BCMOMOraTeribHOro rrarona: B BOMPOCUTENbHLIX MPEANOXeHUsX MoAarnbHbIA rnaron
cTaBuTCA nepeqj noanexawym, B OTpuUUATErbHbIX — MOCMEe Hero CTaBUTCH
oTpuuaHue not. Can you do it? May | take it? Must hego there? Ought he to help
him? Need he do it? He ought not to help him. He need not do it.

5 He wumetoT ¢hopmbl npoweqwero BpemeHn (kpome can — could, may — might) wu
aHanuTnyecknx cgopm (byayuiero BpeMeHn, NpoaoSHKeHHOro Buaa, nepdekTHbIX hopm
n opm cTpagaTtenbHoro 3anora). B cnyyae Heo6xogMMOCTM BMECTO OTCYTCTBYHOLLMX
dOopM NCNONb3YHTCH IKBUBaANEHTbIMOAANbHbIX f1arofos

CoyeTaHune mofansHOro rnarona ¢ HenepeKkTHbIM  MH(PUHUTMBOM OTHOCUT JencTBue K
HacTosiwemMy wvnu Gyayuwiemy BpemeHu nmbo CBMAETENbCTBYeT O ero O4HOBPEMEHHOCTU C
MOMEHTOM peyu, W, HanpoTWUB, COYeTaHWe C NepdPEKTHbIM WMHMPUHUTUBOM MO0 OTHOCUT
AeNCTBME K npoLunomy, Nnbo BbipaxaeT nNpeLllecTBOBaHWE AENCTBUS OTHOCUTENbHO MOMEHTA
peun: | could doit. 4 moe 6bI cdenamb smo (B HacTosiwem unu Gyayuwem). | could have
done it. 5 moe 6b1 cOerlamb amo (HO yXXe He caenan).

OTtpuuatenbHas dopma obpasyeTca npuM  NOMOLWM  4YacTuubl not, KoTopas CTaBUTCA
HenocpeacTBEHHO MOCne MOAAanbHOro rnarona, B pesynbTaTe Yero 3HayeHue MeHsAeTcs Ha
npoTtnBononoxHoe: must dosmkeH - must not He dormkeH. B HacToswWweM BpeMeHn can nuwieTcs
cnutHo ¢ not: He cannot do it. You may not take it. Hemust not go there. B pasroBopHou
peun B oTpuuatenbHon dopmMe OBbIYHO YNOTPEOnsTCa crefyolme CoKpaleHus: cannot =
can't [ka:nt], could not =couldn't[kudnt], may not= mayn't [meint], might not
= mightn't [maitnt], must not = mustn't [masnt], ought not= oughtn't [o:tnt], need not
= needn’t [ni:dnt].

B BonpocuTenbHbIX NpeanoXeHnsx MoAarbHbIA rrarosi CTOMT Ha NepBoM mMecte nubo cpasy
nocne BcnomoraTtenbHoro cnosa: Who can do it? Kmo moxem cdenamb amo?

OcHOBHbIe 3Ha4YeHus MoaanbHbIX rnaronoB - HEODXO4MMOCTb (oormkeHCTBOBaHME),
BO3MOXHOCTb W npegnonioxxeHne. HekoTopble rnaronbl MMeKT OopMbl  npoluealero
BpemeHu: can - could, may - might (nHorga HasbiBatoT u will - would, shall - should), Tem He
MeHee BCe 3T (OpPMbl MOryT MMETb CaMOCTOSITENbHblE, MPUCYLUME TOMbKO WM OTTEHKM
3HaYyeHus.

BmecTo HepocTaloWwmMxX HEMUYHBIX U aHaNUTUYECKUX (*')OpM MoAdaribHbIX rnarosioB UCNOMb3YyHOT

nXx aKBMBarneHTbl: to have, to be (=must), to be able (=can), to be allowed, to be permitted
(=may).

MOLAJIbHBIE MArosibl U UX 3KBUBAJIEHTbI, BbIPAXAIOWMWE HEOBXOOAUMOCTb

COBEPLLUEHUSA OEUCTBUA
Ne rmAron XAPAKTEPHbIE OTTEHKU NMPUMEP
n/n 3HAYEHUA
1 MUST HeunsbexxHoCTb coBepLUeHns He must understand it. OH OosmxeH
AencTsus, obycrnoBneHHas MMOHAIMb 3MO.

0OBEKTUBHBIMIA npn4ynHamm
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2

3

4

5

7

SHOULD

OUGHT

SHALL

NEED

TO
HAVE*(TO
HAVE GOT)*

TO BE*

BbIHY)XAEHHOCTb COBEpPLUEHNS
AencTBusi, obycroeneHHas
0OBEKTUBHBIMU NPUYMHAMU

HeobxogmmocTb,
obycnoBneHHas CyobeKTUBHbIM
MHEHWEM roBOPSILLIErO

Heob6xoanmocTb coBeplLLeHus
JEencTBuA, Bbl3BaHHaA
CYGBbEKTUBHBIM MHEHMEM
roBOpSALLEro

HeobxoommocTb coBepLleHus
JencTBus, Bbi3BaHHasA
00BbEKTUBHBIMW NPUYMHAMU

HeobxoommocTb coBepLleHus
JencTBuS, Bbi3BaHHasA
CyObEeKTUBHLIM MHEHNEM
roBopsiLLero

LlenecoobpasHocTb gencraung,
obycnoeneHHasa cy6beKTUBHbBIM
MHEHMEM roBOpSILLEro

HeobxoammocTb coBepLUeHust
OencTBus, obycroBneHHas
CyObEeKTUBHLIM MHEHNEM
roBopsiLLEero

BonpocutensHoe npegnoxeHue
¢ shall cogepxuT BONpOC
roBOPSILLLEr0 O MHEHWUN
cobeceaHnka no nosoay
COBepLUEeHUs AeNCTBUS

lMepenaeT OTTEHOK HYXXHOCTH,
HagobHoCcTU AencTBus

BbIHY>XOEHHOCTL AENCTBUS

HapobHocTb gencteus

HensbexxHocTb coBepLUeHNs
JencTBus

You must not ask too much of it.
Bbi He ormkHBbI cripawiueams fpo
3Mo CrIUWKOM MHOZO.

| must be off as soon as | can. A4
OOIKeH ylimu, Kak mosibKo CMO2y.

You shouldn't have come
here. Tebe He cnedosario
npuxodums croda.

Insulators should be kept very
clean. U3onamopbi 8OrmKHbI
XpaHumbcsl 8 Yucmome.

| ought to do all | can to comfort
her. A4 dormxeH cOennameb 8ce, Ymo
Mozy, 4mobbl ycriokoums ee.

Perhaps | ought to have a talk to

him about it first. HagepHoe, MHe

crnedyem cHa4arna rno2oeopums c
Hum 06 amom.

Henry shall go home. leHpu
dosmkeH noumu domod.

Shall | open the door? MHe
OMKpbIMb 08epb?

We needn't talk to each other unless
we feel like it. Ham He HyxHO
2o08opume Opye ¢ Opyaom, ecrnu
MOJIbKO Mbl HE 3aXOMUM 3MO&o.

| didn't have to make any
decisions. MHe He npuwinock
MPUHUMamb PeWweHUs.

| have to know it. MHe Hado 3mo
3Hamb.

The novel, which is to be his last
one has found a new sense. PomaH,
Komopomy cyx0eHo bbisio cmamb
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€20 nocsieGHUM pOMaHOM, Hawes
Ho8bIU CMbICHI.

HeobxoammocTb coBepLUeHns
JEeNcTBUSA CornacHo
npeasapuTensHOn
[OrOBOPEHHOCTH

Heob6xoanmocTb coBeplLLeHus
[EeNCTBUSA, Bbl3BaHHas
0OBbEKTUBHBLIMU NPUYMHAMU

He was to come yesterday. OH
QosmkeH bbin npulimu s4yepa.

The wire may also be made of any
metal though soft metals are to be
avoided. [Mposod makxe moxem

6bimb coenaH u3 mobo2o memarnna,
Xxoms MfA2Kue Memarnsbl He
crniedyem ucrosib308ame.

Ne
n/n

1

MOJAJIbHBIE INAroJibl, BbiPAXAIOLWWE BO3SMOXXHOCTb COBEPLUEHUA

rMAron

CAN
(COULD)

MAY
(MIGHT)

LOENCTBUS

XAPAKTEPHbIE OTTEHKWU 3HAYEHUA

B03MOXXHOCTb COBEpLUEHMS AENCTBUSA B CUNY
HanMuusa yCnoBuin O5si ero COBepLUEHNS B
HacTosiweM 1 byayliem

B0O3MOXHOCTbL coBepLUeHNa OencTBUs, OCHOBaHHasA
Ha NO3BOMNEHUN, paspeLLeHnmn

naron can MOXeT Takke nepegaBaTb
HemModarnbHOe 3Ha4YeHne crnocobHOCTU, U3nYecKom
BO3MOXHOCTW COBEPLUNTL OENCTBUE

BmecTo rnarona can nocne

rnarofioB Sseem KasaTbCsl, appear okasaTtbcs, used
to 6bIBano B kadecTBe popmMbl UHPUHUTUBA, a
Takke ans obpasoBaHus byayLiero BpeMeHu
ynoTpebnseTcst codyetaHue to be able

BmecTto could B npowleguwem BpeMeHN MOXeT
ynoTpebnaTtbcsa coveTanne to be able B
npowleguwem BpemeHn -was/were able.

Ha pyccknin s13bik was/were able nepeBogutcs
rnaronioM COBEPLLEHHOrO BMAA: CMoe, CMoasa,
cmoenu

B0O3MOXHOCTb coBepLUEHNSA OENCTBUS, KOTOpoe
MOXET OCYLLECTBUTLCS, HO MOXET 1 He
OCYLLIECTBUTBLCSA

NMPUMEP

| can stay with them.
A moay ocmambcs ¢
HUMU.

Can | see the
producer? Moeay s
ysudems ripodrocepa?

He can speak English.
OH ymeem a2o8opums
ro-aHautcKu.

Do you think you'll be
able to come three
days a week? Thbi
Oymaeuwsb, 4Ymo
CMOXXeWb Mpuxodums
mpu OHs 8 Hedeso?

| was able to write this

test correctly. 5 cmoe

npaesusibHO Harnucams
amom mecm.

It may make that man
furious. 3mo moxxem
83becumb 3Mozao
yesioeexa.




Bo3moXxHOCTb coBepLieHund DencTeus,

o6ycnoBneHHas paspeLueHem, NO3BONEHNEM.

B 3TOM 3Ha4YeHnn BMeCTO rnarona may

(might) moryT ncnons3oBaTtbCcs aKBMBaANEHTb — to

be allowed, to be permitted

You may give me one
kiss. Moxxeme
nouesriogeame MeHsl
pas3sox.

You'll be allowed to go
out. Bam noseonsim
ebIlimu.

Ne
n/n

MOJAJIbHbIE INMAroribl, BbIPAXAIOLWWE NMPEAMNOJIOXXEHUE

rMAron

MUST

SHOULD

OUGHT

WILL
WOULD

CAN
(COULD)

MAY

MIGHT

XAPAKTEPHbIE OTTEHKH
3HAYEHUA

MpeanonoxeHne, OCHOBaHHOE Ha
dakTax, 3HaHUAX, NoYTU
rpaHuyallee ¢ yBepeHHOCTbHO

MNpeanonoxeHne, OCHOBaHHOE Ha
hakTax

MNpeanonoxeHne, OCHOBaHHOE Ha
hakTax

MpeanonoxeHne, OCHOBaHHOE Ha
CYyObEKTUBHOM MHEHUM
roBOpsALLEro

YnoTtpebnsaercs rnaBHbIM
obpasom B oTpuUaTenbHbIX
npeanoXeHnsx, Bolpaxasi, Takum
obpasom, npegnonoxeHme o
HEBEPOATHOCTUN COBEPLUEHMS
OencTBuns

MpeanonoxeHne o0 BO3MOXKHOCTH
0ENCTBUS, KOTOPOE MOXKET
NPOU30NTUN, HO MOXET N He
NPOM30MNTH

MpeanonoxeHwne, B BEPHOCTH
KOTOPOro roBOpPSALLNIA HE YBEPEH

MpeanonoxeHue, He
COOTBETCTBYIOLLEE
JEeNCTBUTENBLHOCTHN

NMPUMEP

He must be at home. O~,
seposimHo, doma.

They should all be of equal
mass. BeposimHo, ece oHu
umerom oOUHaKo8yto Maccy.

It ought not to be very hard to
find that man. BeposimHo,
Halimu amoeao 4yenogeka bydem
HEe OYeHb CIT0XHO.

You'll have heard of him? Bei,
HaBepHo, cribixanu o Hem?

You can't really love me, or you

wouldn't hesitate. Tbi, Ha camom

Oerie, He Mobulb MeHs, UHa4ye
mabi 6b1 He Koniebarics.

| may have said it. 4 moe
cKkaszamb 3mo (HO He cKa3arl).

She might have been thirty-
five. Et moada 6bir10 iem
mpuduame Nsme.

Michael laughed and shouted
and sang. He might have been
fifteen. Madikn cmesinca u
Kpu4an, u nesa. B mom mMmomeHm
emy 6b1r10 iem nsmHaduyame.
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8 NEED Ynotpebnsetcs B It needn't take you very
oTpuvUaTenbHbIX NPeanoXeHnax B long. Bpsd nu amo 3ativMem y
3HaYE€HUN NPEAnoNIOXKEHUS O 8ac MHO20 8pPEeMeHU.
Heobs13aTENbHOCTM AENCTBUS

Exercises.

1. BeiOepute B ckoOKax MpaBWIbHBIA BapuaHT MoJajbHOrO riarofa. [lepeseaure
TPETOKCHHUS.
1. He ... (can’t/couldn’t) open the window as it was stuck.
2. Interpreters ... (may/must) translate without dictionaries.
3. ... (Can/May) I use me your bike for today?
4. ... (May/Could) you give me the recipe for this cake?
5. T hardly ever see Jane, she ... (may/might) have moved to Africa.
6. Take an umbrella. It ... (may/can) rain.
7. You ... (could/should) stop smoking. You know you ... (cannot/must not)
buy health.
8. You ... (may/must) finish the article as soon as possible.
9. Liz doesn’t ... (ought to/have to) keep to a diet anymore.
10.Lara ... (can/might) get a playstation for her birthday.
11.You ... (must not/needn’t) read in the dark.
12.My grandfather is retired, so he ... (shouldn’t/doesn’t have to) go to work.
13.The fridge is full, so we ... (must not/needn’t) go shopping.
14.0Our employees ... (can/must) sign this agreement.
15.We ... (may/ought to) reserve a table in advance if we want to have dinner
there.
16.1 ... (can’t/needn’t) believe it! You ... (have to/must) be joking.
17.Ann ... (must/is to) finish school next year.
18.Sorry, I’m late. I ... (needed to/had to) wait for the plumber.
19.What time do we ... (should/have to) be at the railway station?
20.Don’t wait for me tonight. I ... (might/must) be late.
21.1 ... (maynot/can’t) watch this film. It’s too boring.
22.We’ve got a dishwasher, so you ... (couldn’t/needn’t) wash-up.
23.You look very pale, | think you ... (need/should) stay at home.
24.... (Could/Might) you, please, pass me the mustard?

2. IIpeobOpasyiite MpeIoKEeHHsI ¢ MOJIATLHBIMY TJIATOJIAMH B TIPOIIEAIIEE BpeMs,
Ha4yMHas ¢ JaHHBIX clioB. Mcnonp3yiite could, had to, was to, was allowed to.
H-p: Bob can’t dive. (bo0 He ymeet HbIpsTh.) — Last year Bob couldn’t dive. (B
mponuioM roxy bod He ymen HBIPSTh.)
1. You mustshow your identity card here. (Tel pgoDKeH TIOKa3aTh
yIOCTOBEpEHHE JINUHOCTHU 3/ieCh.) — Last night ...



6.

7.

We can’t buy a new car. (Mbl HE MOXEM KYIIUTh HOBYIO MaluHy.) — Last
summer ...

Mike may take my laptop computer for a couple of hours. (Maiix moxer
B3Th MOM HOYTOYK Ha mapy 4acoB.) — This morning ...

Victor has to call his mother. (Bukropy Hy*XHO TO3BOHUTH CBOCH Mame.) —
Yesterday ...

You don’t need to paper the walls. (Bam He HYXHO OKJICHBATH CTCHBI
o6osamu.) — Yesterday ...

She is to be at the office at 9 a.m. (Eii HyxHo ObiTh B oduce B 9 yrpa.) —
Last Friday ...

You must not tell lies. (Te1 He moymkeH nrate.) — Last night ...

3. TlpeobpasyiiTe mpeaaoKeHHsI ¢ MOJAIBHBIMHU TJIaroJIaMu B OyIyIee Bpems,
HauMHas ¢ JaHHbIX cioB. Mcnoms3yitre will be able to, will be allowed to, will
have to.

H-p: The baby can talk. (Mansim ymeer pasroBapuBats.) — Soon the baby will be
able to talk. (Cxopo maibIiir CMOKET pa3roBapuBaTh.)

1.
2.

3.

He can’t get the tickets. (On He MoxeT goctaTh OMiIeTsl.) — I’'m afraid ...
You may use my camera. (Tsl MOXeIIb MOJIB30BATHCS MOEH KaMepoil.) —
Tomorrow ...

| am towait for him at the airport. (MHe HyXHO MOJ0XJaTh €ro B
asporopty.) — Next Sunday ...

You must tell me the truth. (Ter o0s13an paccka3ath MHe mpaBay.) — Very
soon ...

| have to take these pills 3 times a day. (MHe Hy»XHO HUTh 3TH TaOJCTKHU 3
pasa B JieHb.) — Tomorrow ...

| canread this book in Italian. (I mory mnpouwmTarh 3Ty KHHTYy Ha
UTAJIbSTHCKOM si3bIKe.) — In two years ...

4, TlepeBenute aHTJIMHCKHE ITOCIOBHUIIBI, OOpalias BHUMAaHHWE Ha MOJAJIbHBIC
rnaroisl. [locrapaldTech BCIOMHUTH PYCCKHE 3KBHUBAJICHTHI IMOCJIOBHUI], TAE 3TO
BO3MOJKHO.

1.

A man can do no more than he can.

2. Anyone who has to ask the price cannot afford it.

3. People who live in glass houses should not throw stones at their neighbours.
4. You must learn to walk before you can run.

5. He who falls today may rise tomorrow.

6.
2
8
9.
1

A bird may be known by its song.

. He who laughs at crooked men should need to walk very straight.
. Talk of the devil and he is to appear.

A tree must be bent while young.

0.The wind can’t be caught in a net.

5. Jadite coBer, ucnoiib3ysi MoaainbHbid Tiaron should. (Bo3moxHBI HECKOJIBKO
COBETOB.)



H-p:

My eyes are tired. (Mowu ria3a ycranmu.) — You should go to bed. (TeGe

CJeyeT MoCMaTh. )

ok wnhE

| am cold. (Mue x010/1HO.)

| am thirsty. (4 xouy nuts.)

| am hungry. (41 ronoaex.)

My life is too hectic. (Most )KU3Hb CITMIITKOM HACBIIIICHHAS. )
I’ve caught a cold. (5 mpocTynucs.)

Somebody has stolen my purse. (Kto-To ykpan Mol KoIesnex.)

6. CocraBbTe MNpCJIOKCHUA € MOJAAJbHBIMU TIJjarojlaMv, pacCTaBUB CJIOBA B
HYKHOM IIOPSAIKE. HepeBeﬂI/ITe MOJIYUYUBHIUCCA TIPCAIJIOKCHUS.

H-p:

don’t / to / | / answer / have / questions / your. — | don’t have to answer

your questions. (S He o0s13aH 0TBeYaTh HA BAIIK BOIPOCHI. )

CoNoRrWDE

the party / Linda / to / come / might / tonight.
round / work / have to / farmers / the year / all.

you / not / hospital / noise / must / make / in.

the light / 1 / switch / may / on ?

your / look / could / passport / I / at ?

my / cook / can / quite / wife / well.

catch / last / able to / we / were / train / the.
not / jeans / you / must / wear / to / school.

. didn’t / you / drink / have to / much / yesterday / so.

10 ought to / bill / Robert / the electricity / pay / today.
11.better / we / find / a / should / job.

12.too much / you / salt / and / eat / sugar / shouldn’t.
13.do/get/to/ Turkey/ 1/ have to/a visa?

14.he / manners / improve / his / needs to.

15.needn’t / you / complain.

IIpakTuyeckoe 3ansitue 4.
Tema 4. IIpouecc OpoHnpoBaHmus.

1. Tuanor Making Hotel Reservation. BpouupoBanue HOMepOB 10 TeleoHy.

2. Ynpaxnenus o teme Making Hotel Reservation.

eab paboThI:

1. [TornMaTh CYIIHOCTH M COLMATBHYIO 3HAYUMOCThH CBOEH Oyaymei mpodeccun,
MIPOSIBJISITH K HEW YCTOWYMBBINA UHTEPEC.

2. ®opmupoBaHHE KOMMYHUKATHUBHBIX KOMIIETEHIIMH, OBJIAJICHUE JIEKCHUKOW U
SI3BIKOBBIMU KJIMIIE T10 TEME.



'Read and memorize the dialogue.
MAKING HOTEL RESERVATIONS
Mrs King at Japan Electronics in Singapore calls the Thai
Royal Hotel in Bangkok to book some accommodation for her
visiting Japanese colleague, Mr Tashikama.

J Japan Electronics, Singapore
MEMO

Date: 5 April

To: Mrs King o
: From: S. Tashikama

As you know, I'll be visiting a new contact in Thailand next week
before I go back to Japan. Could you possibly book some accom-
modation for me at the Thai Royal Hotel in Bangkok? I need a
single room with a bath for six nights from Thursday 7 April (I'll
be returning to Singapore on Wednesday 13 April). Many thanks.




Receptionist: Thai Royal Hotel. May I help you?

Mrs King:  I’d like to make a reservation, please.

Receptionist: Just a moment. I’ll put you through to the reser-

o vation desk. |

Clerk: Reservations. How can I help you?

Mrs King:  I’d like to make a reservation for six nights next
week for Mr Tashikama of Japan Electronics,

- please. |
Clerk: Certainly. What days will he be staying?
Mrs King:  He’ll be arriving -on Thursday and leaving
| Wednesday.
Clerk: And what kind of room would you like to book?
Mrs King:  I'd like a single room with a bath, please.
Clerk: A single with a bath... yes, that’s no problem.

Could I have the name again, please?
Mrs King:  Yes, it’s for Mr Tashikama of Japan Electronics.
Clerk: That s fine. We’ll be expecting Mr Tashikama on
Thursday then.

1. With a partner take turns to be a hotel receptionist and
a business traveller.

Receptionist: You are a receptionist in a hotel in your own city.

The hotel has a restaurant and bar, but no room

service. You are at the reception desk when a

guest arrives. Help the guest to check in and tell
him about the facilities.

Business traveller: You are on a business trip. You want to check
into the hotel. You are expecting a telephone call
from an important customer. What do you want
the receptionist to do if the customer calls? Tell
the receptionist that you want a late dinner in the
hotel tonight, and that you want an alarm call in
the morning. '



2. Practise making hotel reservations for different people:

Student A

Student B

Make call 1:

| Call Manhattan Hotel and book
“a single room with a bath for Pi-
| 1ar Rodriguez of Bank of Spain
for 3 nights from next Monday

Take call 1:
You work on the reservation
desk at Manhattan Hotel. Note
any bookings you take

Take call 2:
You work on the reservation
desk at Tower Motel. Note any
bookings you take

Make call 2:

Call Tower Motel and book a
single room with shower for
Hans Wonde! of Holland Print
for this Friday, Saturday and
Sunday. He will be arriving late
on Friday and leaving early on
Monday morning '

Make call 3:
Call Capital Motel and reserve a
double room with shower for Mr
and Mrs Gaumont for 6 nights

Take call 3:
You work on the reservation {§
desk at Capital Motel. Note any
bookings you take

from tomorrow |

- Take call 4: |
You work on the reservation
desk at Hote! Luxus. Note any
bookings you take

Make call 4:
Call Hotel Luxus and reserve -
two double rooms with bath for
tonight only for Mr F.Stevens.
and Ms Nallder from LOP In--

ternational
Exercises.
1. Complete the sentences.
Hotel Beach House, can I | "*® you?
I'm phoning to | a room.
| would you like to arrive?
Tomorrow.
How many nights are you going to | ?

Two nights.




What kind of room would you | ?
A double room with a shower.

Just a moment, I'll check. ... We have a nice room on the second ‘7.
How | IS it?

It's $25 per person and ’7 breakfast included.

That's a good price. I'd like to make a | for that room, please.

Very well. May | have your‘ , please?
Conners.

Could you that, please?
It's C-O-N-N-E-R-S.
Thank you for your reservation. See you :

2. Choose the correct words/phrases to complete the conversation with the

hotel reception clerk:

HOTEL CLERK: The Four Seasons Hotel. How can | help you?

YOU: Hello, My name is Mr. Wong. I'd like to reserve a room. Do you have
from March 10th to March 13th?

© any available

free

some free
HOTEL CLERK: Yes, we do. Would you like a double room or a single room?
YOU: the double room per night?

“ What costs
How much is

What is the price
HOTEL CLERK: It's $75 per night... And the single room is $65 per night.

-

-

-

-

YOU: I'm looking for a room that would be nice for a romantic weekend. Which of
the two ?

©is recommended
do | recommend

-

© do you recommend

HOTEL CLERK: I'd go with the smaller one, the single room. It's much nicer...
And two people can stay in that room.

YOU: OK, perfect. I'd like to that one then.
-

reservation
reserve

-



“ make

HOTEL CLERK: Alright. I've made that reservation for you. And how will you be
arriving?
YOU: We'll be arriving
© by car

on March 10th
with my wife

HOTEL CLERK: Perfect. We have an underground lot where you can park your
car.

{

{

1. Writing a TELEX

Here is the telex Mr Casado’s secretary sent to reserve his
room in Stockholm.

ATTN RESERVATIONS

EXCELSIOR HOTEL STOCKHOLM

PLS RESERVE ONE SGLB FOR TWO NIGHTS FROM 20
- DEC IN NAME OF CASADO PLS CFM ASAP BY TLX

RGDS

1) Rewrite the telex in plain language.

2) You work for Zap Travel, New York. Write a telex to the
Swan Hotel, Stratford-upon-Avon, England, and reserve
two double rooms and one single, all with bath, for five -
nights from 14 February, in the name of P.Noble, ask for
confirmation by telex as soon as possible.

3) Now write the telex reply to Mr Casado’s telex, confirm-
ing the booking.

2. Filling the registration card:
Here is the front of a registration card from Courtesy Inter-
Continental Hotels Corporation. Fill it in block letters:



Surname... e First Nami€ooovsisoieeesaseemeeaeenenes S

H()me AddreSS R L L R L T L TR TV s
-Company Name ..... - Occupatlon ...... b r———— eeraeaerenees _
X0 [0 | s RO e SR
Natlonallty SO Passport No. i reeeb sy et e
Next Destmanon ereeeer e irie et et aens rrnran e ————oapans b
Arrival Date .............. Departure Date R
(Checkout tlme 12 noon)
ROOM RATE PERS CLERK ------- e sasb e s wes s sE RS

(Guests 31gnature)

3. Learn the spelling of the words from the WORD BANK
and be ready to write a spelling dictation.
4. Translate into English:

1) S xorena 6b1-3a6pOHUPOBATH ONHOMECTHbBIH HOMED €
BAHHON KOMHATOM Ha JBE HEHEH. |

2) He moru 6b1 BBl 3apE3€PBUPOBATH [T MEHS ABYXMEC-
THHIH HOMep C BAHHOW Ha ABOE CYTOK, HadynHas ¢ 12
nekaops.

3) 4 xortén 6b1 3a6p0anoeaTb HOMEP [UIsl MOETO KOJUIETH
Ha cienyollyo Heneqo. — Kakoil UMeHHO HOMeED Bbl
xoTeu Ob 3a6poHnpoBaTh? — J{ByXKOMHATHBII HOMED
¢ AVIIEM. .

4) —JI1oOpbiil AeHb. ¥ Bac €CTh CBOOOAHBIN OMHOMECTHbIi
HoMep ¢ BaHHO#N? — [la, ecTb. CKOJBKO BPEMEHH Bbl
TUIAHNPYETE OCTAaBATBCA ¥ Hac? — JIBa gHsl.

5) — B0 HOMEp ¢ BaHHOM, He Tak 1n? — [la, Bo Bcex Ho-
Mepax €CTh Ayl WM BaHHAd KOMHATA,. LIBETHOW Tene-
BU30p U 6ap.

6) — Mory s moobGenath CeroiHs BeuepoM B HoMepe? —
KoHeuHo, Bl MOXETE OOPAaTHTHCH B OTALTT OOCIHYKUBA-
HYsI HOMEPOB. |

7) — B xaxkoe BpeMs 1oaaloT 3aBTpak? — 3aBTpak cepBu-

pyiot ¢ 7 no 10 yacos B «Garden Restaurant» Ha nepBOM
TAKE.



8) — He mornu 6bt BBl pa3dbyautbh MeHs yrpom? — [a,
KOHeuHOo. B xoTtopom uacy? — B ceMs. -

9) — KakoBa oI1aTa 3a IByXMECTHbIH HOMED C BaHHOW B
cyrxku? — [lnara 3a KOMH2TY € aHIJIMHCKHM 3aBTPAKOM
cocrapnseT 18 pyHTOB Ha yeAoBeKa.

10) — Yem Mory nnomMoys? — s1 xoren Obl 0030601{141‘5 HOMED

¥ MOJIVYUTH cyeT. — Bamie Mg 1 HOMEpP KOMHAThI,
HOXaIyHcTa... BOT Ball cyer.

IIpakTnyeckoe 3aHsTHE 5.
Tema 5. Buabl OpoHUpoBaHus.

eab padoThbI:

1. [ToHumMaTh CYIIHOCTh M COLMAJIBHYIO 3HAYUMOCTh CBOEH Oyayiel npodeccun,
IIPOSIBIIATH K HEM YCTOMYMBBIN MHTEPEC.

2. @opMHpOBaHHE KOMMYHHUKATHBHBIX KOMIIETECHIIMM, OBJIAJICHUE JIEKCUKON U
A3bIKOBBIMHU KIJIMIIIE TIO TEME.

Reservation of the hotel accommodation is one of the important responsibilities of
the front office department. A potential guest contacts a hotel for availability of
the desired type of accommodation and any allied services that the hotel offers.
The front office department needs to react to the enquiry of the guests.

For a guest, reservation increases the chances of a better deal for assured
accommodation on arrival. For a hotel, reservation can enable a Dbetter
management of guest experience during usual as well as peak seasons.
Reservation procedure varies depending on the size and brand of the hotel and the
reservation system employed.

Let us know the details how the front office handles reservations.

Types of Hotel Reservation Systems

An efficient and effective reservation system is what adds to the hotel’s
profitability. Following are the most popular reservation systems —

Whitney System of Reservation

It was developed in 1940 by Whitney Paper Corporation from New York, hence
the name. This is a conventional manual reservation system the hotels used to
follow during pre-computer days in the hotels. It contains the following setup for
reservation —

« Slip for request of accommodation reservation

« Whitney slip that records guest name, accommodation type, number, and
duration of stay



« Temporary/Permanent arrival slip
« Guest bill

« Guest registration card

« Correspondence file

« Bedroom journal that records daily occupancy of the guest with date, guest
name, room type, and room number

Let us see how a Whitney slip and the bedroom journal looks like.
Whitney Slip

Guest Date of Room Room Date of
Name Arrival Type Rate Departure
Mode of Reservation Reserved By Date Received

Reservation Agency if Any:

Billing Instructions Date of Confirmation

Bedroom Journal
Date:

Guest Name Room Number Room Particulars

Though this system proved efficient, it generated a lot of paperwork with
occasional scope for errors. The drawbacks were overcome by the central
reservation system.

Central Reservation System (CRS)

It is a computerized reservation system that reduces paperwork and can handle
large amount of reservation data effortlessly.

In this system, since the guest data and reservation data are stored on the storage
disks of the computers, it can be accessed at wish. It is stored in the form of a
database of collection of records which can enable searching, adding, removing,
or updating any guest related data.



The computerized reservation system not only helps to make guest reservations
but also helps to forecast how many accommodations can be reserved in an
upcoming time period.

This is how a CRS typically works —

The guests of hotel sales agents call for checking room availability. It is
forwarded to the front office reservation staff. The staff finds out details about the
requirement and checks the availability of desired accommodation in the database.
According to the reservation policies and procedures, the reservation staff
member then notifies or suggests the reception about the accommodation
availability and takes further appropriate action.

The Role of Internet in Reservation

The Internet has brought a momentum in the hospitality business as well. It
facilitates seamless management of a hotel’s offices located at various places and
their various departments.

The hotel businesses are actively working on the Internet 24 hours a day, seven
days a week. The Internet has simplified complex system of reservations. It
enables Online Hotel Management Systems (OHMS) such as Hotelogix to help
guests reserve accommodation of their choice fast and conveniently. The guests of
the hotel can access rate charts, accommodation availability, check-in and check-
out timings, details about the restaurants, and so on, at their own convenience.

Sources of Reservations

People travel for various reasons such as personal as well as for MICE. There are
various sources from whom the requests of reservation pour in —

« Direct Request from Guests — The prospective guests can approach
individually to the hotel for reservation of accommodation mostly when
they are single travelers or family travelers.

« Request from Travel Agent — They can approach the hotel for booking
accommodations for group travelers.

« Request from Corporate Agent — An organization can request a hotel to
reserve accommodations for their employees, clients, or visitors.

« Request from Airlines — The airlines can reserve accommodations for their
working staff for routine stay as well as in case of flight cancellations.

« Request from Institutions — Various SMERF or NGO institutions request
to reserve hotels for sports people, delegations of embassies, or performing-
art program groups, workshop groups, and alike who travel to different
location.

Managing Reservations



The first step in reserving an accommaodation is to check if the requested kind of
accommodation is available for selling for a specific period of time. It is done by
checking forecast boards or computerized systems.

Accepting Reservation of Accommodation

Reservation of an accommodation is accepted if the desired type of
accommodation is available in the hotel for selling. If it is not available during a
rush season or if the guest is in urgent need, the staff member suggests for almost
similar alternative accommodation by stating its amenities and facilities.

Reservation is accepted in the following cases in conjunction with the availability
of the accommodation —

« Is the guest new to the hotel?

« Does the guest have good credentials with the hotel regarding payment and
behavior?

« Isthe guesta VIP?

Denying Reservation of Accommodation

Denial of reservation directly means loss of revenue. But there are certain
situations when the reservation staff turns down the reservation for the guests or
agents. The potential causes of denying reservation are —

« All accommodations in hotel booked — In such case, the reservation staff
refuses the reservation politely and suggests an alternative hotel in the same
area or different property of the same owner in a nearby area.

. Requested type of accommodation not available — In such case, the
reservation staff suggests an alternate accommodation.

o Guest/Agent blacklisted — Some guests or agents are blacklisted due to
their history of payment dues against the hotel. In such case, the reservation
clerk seeks for reservation manager’s advice.

Finally, the reservation section of the front office prepares the list of the
reservations for the day and sends it to the front desk. The list also contains vital
information such as if the guest is new or repeat, guest preferences about room
location or décor. The rooms are then prepared by housekeeping.

Cancelling a Reservation of Accommodation

This is yet another event when the hotel loses business with a guest. Though the
fact is overt loss of revenue, the front office staff must react to it politely and
gracefully. The staff member also needs to convey any cancellation charges the
guest must pay while cancelling the reservation. Cancellation is done in the
following steps —

« Finding out details of the guest and respective reserved accommodation.
« Verifying charges of cancellation, if any.



« Notifying the guest about cancellation charges.

« Cancelling the reservation in the system.

« Updating the system for accommodation availability.

« Confirming the guest about the cancellation.
Generating Reservation Report
Reservation reports are generated for the sake of helping the management find
trends and making forecast about business.

The reports typically are of the following types —

« Occupancy report

« Special arrival report

« Revenue forecast report
« Turnaway report

Questions:

1. What Types of Hotel Reservation Systems do you know?
2. What is the Role of the Internet in Reservation?
3. What Sources of Reservations do you know?

IIpakTHYeckoe 3anHsiTHE 6.
Tema 6. l'apanTHpOBaHHOE OPOHUPOBAHUE.

eab pabdoThbI:

1. TloHnMaTh CYIIHOCTh M CONMAIBHYIO 3HAYMMOCTh CBOCH Oyaymiei npodeccum,
MPOSABJIATH K HEW YCTOMYHUBBIA HHTEPEC.

2. ®opMUpOBaHUE KOMMYHMKATHUBHBIX KOMIIETCHIIMM, OBJIaJICHUE JIEKCUKOW H
SA3bIKOBBIMHU KJIMIIIE TIO TEME.

1. Read and translate the text:

Guaranteed booking - a reservation that assumes that the room is held until the
guest arrives. That is, a guest can come at any time and he is guaranteed to receive
a room. In turn, the guest guarantees to pay for the room even in case of no-show,
or cancel the reservation until a certain hour set by the hotel, the day of arrival.
Thus, if a guest book a room, but does not come and does not cancel the
reservation at all or before the established time, then he is penalized. There are
several ways to guarantee the reservation.

1. Transfer of prepayment to the hotel (usually bank transfer). A notice of
prepayment must arrive at the hotel prior to arrival.



day of arrival of the guest. The period for confirming the prepayment is determined
by the hotel and ranges from several weeks to one day.

2. Guarantees for a credit card. The main companies that support the activity of
credit cards have developed a system that allows to charge a penalty for non-arrival
in case of guaranteed reservation. If the reservation guaranteed by a credit card was
not canceled until the hour set by the hotel and the guest did not call, the hotel can
charge the amount of the penalty for the credit card (usually the cost of the night of
stay). Then the bank will transfer this amount to the hotel account and notify the
cardholder about it.

3. Deposit (in case of impossibility of bank transfer or guarantee by credit card).
The guest or his representative contributes a certain amount of money to the
cashier's office prior to arrival, usually exceeding the cost of a night in a hotel and
often including a deposit for using telephones, laundry, etc. If you cancel the
reservation, the deposit will be refunded. If the date of arrival is changed, it is
postponed. In the future, the deposit is used by the guest to pay for the
accommodation and services that the hotel provides.

4. Guarantee by the company. This type of booking guarantee is most often used
by companies with which the hotel has contracted. In this case, you need a letter
from the company representative, containing the phrase: "in case of no-show (guest
name) and impossibility of canceling the booking before 6:00 pm of arrival day,
the company (company name) guarantees payment of one night's stay.” This
phrase is approximate and depends on the policy of the hotel. In the event of
imposing penalties, the company undertakes to pay them. Care must be taken when
accepting such a guarantee. It is desirable to accept a guarantee only from
companies that have proven themselves in the process of cooperation, the financial
position of which is stable and does not cause any fear. Otherwise, there is a risk of
failure to receive a fine.

5. Use of payment document - voucher. Guaranteed booking voucher is typical for
tour operators. A voucher is a payment document confirming payment of the whole
period of stay and some additional services consumed during the stay of the guest
in the hotel. A voucher is provided if the guest pays for his accommodation
through a travel agency. The tour operator pays its profit on the voucher, and does
not receive a certain percentage of the commission for the guest accommodation at
this hotel. The difference between the actual price of the room and the price that
the tour operator asks the guest for it, often exceeds the standard price of the hotel.
To avoid misunderstandings, you should keep the price of the tour operator secret
from the guest.

2. Translate from Russian into English:



1. I'ocTh rapaHTUPYET OIUIATUTH HOMEP JaXe B cllydae He3ae3za, MO0 OTMEHUTH
OpOoHUpOBaHHUE.

2. YBEIOMJICHHE O TIEPEBOJIC MPEAOIIATHI JOJDKHO MOCTYITUThH B TOCTUHUILY J10
THSI 3a€371a TOCT.

3. 3aTem OaHK TEpPeBEACT JAaHHYIO CyMMY Ha CUET TOCTHHHIIBI U YBEIOMHUT 00 3TOM
AepxaTens KapThl.

4, TocTh WM €ro MpeACTaBUTEIb BHOCHT OIPEACICHHOE KOJHMYECTBO JACHET B
KacCy TOCTHHHUIIBI IO 3ae3/la, OOBIYHO TMPEBHINIAIONIEE CTOMMOCTh HOYHU
MIPOYKUBAHMSI B TOCTUHHUIIE.

5. XKenmareapHO TPUHUMATH TAPAHTHUIO TOJBKO OT KOMITAHHWHA, ITOJOKUTEIHHO
3apEKOMEH/IOBABIINX CeOs B TIPOIECCe COTPYIHUYECTBA, (PMHAHCOBOE MOJIOKECHHE
KOTOPBIX CTAOMIIBHO U HE BHI3BIBACT HUKAKUX OMACCHUM.

6. Baydep - 3TO IUIaTeKHBIH JTOKYMEHT, IMOJATBEPKIAIOIINNA OTUIATy BCETO CPOKa
NPOXXUBAHUS M HEKOTOPBIX JOMOJTHUTEIBHBIX YCIYT, MOTPEOISAEMBIX BO BpeMs
npeObIBaHUS TOCTS B TOCTHHHIIE.

IIpakTnyeckoe 3ansTue /.
Tema 7. HerapanTupoBaHHoe OpOHUpPOBaHMe.

eab padoThbI:

1. [ToHumMaTh CYIIHOCTh M COLIMATBHYIO 3HAYMMOCTh CBOEH Oyayiel mpodeccun,
MPOSABJIATH K HEW YCTOMYUBBIA HHTEPEC.

2. @opMHpOBaHHE KOMMYHHUKATHBHBIX KOMIIETEHILIMM, OBJIAJICHUE JIEKCUKON U
SA3bIKOBBIMHU KJIMIIIE TIO TEME.

1. Read and translate the text:

Unguaranteed booking - booking, in which the hotel agrees to keep the room
unsold until a certain hour. This type of booking does not guarantee that the hotel
will receive payment for the room in case of no guest arrival. If the guest does not
enter the room until 6 pm, the hotel has the right to cancel the reservation for him
and add the room to the list of rooms available for sale. The following methods of
payment are used: cash, credit card (indicating the type of card), payment by the
company, etc.

The hotel can receive reservation requests from various sources. There are the
following ways of reserving places in hotels: fax, telephone, central reservation
system (attached and unconnected).

Most of the booking, carried out directly in the hotel, is carried out according to
requests received by fax. Faxes containing a request for room reservation usually
come from companies or travel agencies cooperating with this hotel. Thus, the
faxes are printed or written on company letterheads, on which the requisites of the
company are indicated - name, contact phone and fax, address, from whom the
application is issued. This is necessary especially for those companies with whom



the hotel has contracts for lower prices of services. Only a request on a letterhead
can serve as a basis for confirming the contract price of the room. In the request, in
addition to requesting to book a room for the specified person on the dates
indicated, information on the method of payment and other possible wishes should
also be present.

Depending on availability, the hotel makes a reservation and sends a booking
confirmation containing information about the guest's name; dates of residence;
type of room; price; services included in the room price; additional services that
can be booked in advance (for example, a meeting of guests

at the airport), and the confirmation number. Confirmation is necessary to ensure
that the hotel can always prove that the customer was informed and received all the
necessary information regarding the booking.

All the faxes are then stored in order to avoid possible problems related to the
residence of guests in the past, to clarify any details.

If the reservation is impossible for one reason or another, then in this case the
agent sends an official refusal, containing an apology, the reason for the refusal
and expressing the hope for further cooperation.

Bookings made by phone are mostly from private individuals. Such reservations
are quite rare, but nevertheless they take place. If the reservation is possible, then it
Is carried out according to the general scheme. In this case, the customer is called
the confirmation number.

2. Translate from Russian into English:

1. Eciu rocTh HE BbE3)KaeT B HOMEP JI0 6 4acoB Bedepa, TO TOCTHHHIIA HMEET
IIPaBO OTMEHUTB ISl HErO OPOHUPOBAaHKE U J00aBUTh KOMHATY B CIIMCOK KOMHAT,
CBOOOJTHBIX ISl TIPOJIAXKH.

2. CyIecTBYIOT CICAYIOIINE CITOCOOBI PE3epPBUPOBAHUS MECT B TOCTHHHIIAX: (haKc,
TeneoH, IEHTpaIbHAs cCHCTeMa OPOHUPOBAHUS .

3. ®dakchl OTIeUaTaHbl WM HAMTMCAHbI HA PUPMEHHBIX OJJaHKaX KOMIIAHWHU, Ha
KOTOPBIX YKa3aHbl PEKBU3UTHI KOMIIAHUY - HA3BaHKE, KOHTAKTHBINA TeJIehOH U
dakc, agpec, OT KOTO UCXOIUT 3asBKa.

4. B 3aBUCHUMOCTH OT HaTU4Msl CBOOOHBIX MECT TOCTUHUIIA JIeIaeT OPOHUPOBAHUE
Y TIOCHIJIACT MOATBEPKICHUE O OPOHUPOBAHUH.

5. [ToaTBepkaenne HEOOXOIUMO AJI TOTO, YTOOBI TOCTUHHMIIA BCET[a MOTJIa
JI0Ka3aTh, YTO 3aKa34MK ObUT HHPOPMHUPOBAH U MOTYUYHIT BCIO HEOOXOIUMYIO
nH(OPMAITNIO, KacaIOIIYIOCs OpOHUPOBAHUS.

6. bponupoBanus, crenaHHbIe MO TeleOHY, B OCHOBHOM UCXOJST OT YACTHBIX
T,



Questions:

1. What ways do you know to guarantee the reservation?
2. What document do tour operators use to guarantee the booking ?
3. What does the Unguaranteed booking represent?

IIpakTnyeckoe 3ansTue 8.
Tema 8. UnaguBuayaabHoe U IPyNnoBoe OPOHUPOBAHMeE.

esab padoThbI:

1. [ToHumMaTh CYIIHOCTh M COLIMAJIbHYIO 3HAUMMOCTh CBOEH Oynyuieil npodeccuu,
IIPOSIBIIATH K HEW YCTOMYMBBIN MHTEPEC.

2. @opMHpOBaHHE KOMMYHHMKATHBHBIX KOMIIETECHILIMM, OBJIAJICHHE JIEKCUKON U
A3bIKOBBIMHU KJIMIIIE TIO TEME.

Individual booking is booking a room for a guest as a private person, not from a
company (travel agency), the number of rooms does not exceed 5.

When booking a room, you need to ask the guest for the following information:
Name and surname of the guest;

dates of stay;

type of number;

smoking / non-smoking room;

number of adults;

number of children, if the guest comes with a child (children);

contacts of the guest (address, telephone, fax, e-mail);

time of arrival of the guest;

a credit card number for the guarantee of residence, if the reservation is guaranteed
by credit card;

if the guest has any wishes, if yes, then it is necessary to make a note and / or
inform the corresponding services of the hotel about it.

When booking a room, you need to inform the guest of the following information:
category of the room;

cost of the room;

dates of stay;

what's included in the room price;

the internal exchange rate (in case the room price is not reported in rubles);
cancellation policy;

time of arrival to the hotel and departure;

Booking must be confirmed in writing within 24 hours by fax or e-mail.

When booking, it is not allowed to confirm the room number to the guest, the room
category is booked

Group Booking is the booking of a certain number of rooms for visiting groups of
tourists for exhibitions, conferences, seminars, etc. or for the purpose of tourism.
When booking a group, you need to know the following information:



dates of stay;

the required number of rooms and their categories;

the names and names of all visiting guests;

number of smoking / non-smoking rooms;

number of adults, children, in each room;

time of arrival and departure of the group;

who will pay for accommodation and additional expenses for guests.

The group booking must be confirmed in writing within 24 hours by fax or e-mail
from the moment it receives all the necessary information.

Advantages and Disadvantages of different types of tours

Group tours

Group tours suggest a certain set of activities during the stay of a group of tourists
in a particular country. Make adjustments to such a program at the request of a
particular member of the group, and even more so they will be virtually impossible
to implement. And frankly speaking, nobody will do it, since such attempts will
not only be serious efforts, but also financial expenses. Group tours are good for
schoolchildren, students and retirees. Representatives of the middle age category
rarely prefer this type of recreation and travel. Although, there are also advantages
of this kind of organization of a trip abroad.

ADVANTAGES

Many tourists note the special atmosphere of group travel. The company will not
be bored. In addition, you can find new friends and make interesting
acquaintances.

Such tours provide a very good experience for those who have been abroad for the
first time, especially if there are some problems with a foreign language. In the
group of compatriots, a newcomer to foreign tours mentally feels more
comfortable and confident.

DISADVANTAGES

Any group trip assumes the need to adapt each individual member of the tour to the
rest. You have to be ready for this. Far from all this is possible on vacation, on
vacation, when, it would seem, there should be an opportunity to relax and not feel
any restrictions, like at work.

In any case, sooner or later, there will be latecomers, who will need to wait;
someone will be lost, you have to look, etc.

Cost of group tour

Group tours usually do not have a strictly fixed cost and date, since they are
realized by the fact of recruiting a group of a certain number. The program of the
tour can be modified by the customer prior to the commencement of the trip (the
number and duration of the excursion, the place of residence, the number of
tourists, the number of feedings, etc.), which affects the cost of the tour to a greater
or lesser extent.

The cost of a tourist permit for 1 person grows inversely with the number of
participants in the group. That is, the more people travel, the cheaper the tour costs.



Since tour operators, organizing group tours, have long-term established
relationships with museums, hotels, food points, etc., in general, a trip to a group
costs less than an individual tour of approximately the same duration and
saturation of the program of rest.

Individual tours

If you are a convinced individualist, you are discomforted following a strict
schedule, and in principle, do not like spending a lot of time with strangers, it is
better to choose an individual tour for a comfortable rest.

Individual tours suggest maximum consideration of your wishes in terms of the
itinerary, the conditions of staying in hotels, the number and duration of
excursions. In addition, an individual travel program will allow you to fully
explore and experience the national flavor of the host country.

Certainly, the cost of individual excursions is several times higher than the group
ones. After all, they will work exclusively with you, not with a group of 30 people.
But it will last as long as you need, and get answers to all your questions. For
example, a group tour of Rome costs an average of 40 euros per person. While the
individual will cost 325-340 euros for two.

ADVANTAGES

Greater comfort of stay at the hotel and on excursions, the opportunity to better
feel the national flavor and get acquainted with the culture of the country and its
people.

DISADVANTAGES

Significantly higher cost of excursions and other entertainment and cognitive
activities.

Cost of individual tour

In fact, the spread of prices for individual tours largely depends on what you, as a
customer, want to include in it, as well as from choosing a country to visit. It is
undeniable that there are more and less expensive countries for tourists. Also, the
price is affected by the length of the trip and the way of staying to the destination.
Therefore, an individual tour can cost as much as 100,000 euros, and 1000
conventional units.

IIpakTHyeckoe 3ansaTHe 9.
Tema 9. CucreMbl OpOHMPOBAHUS.

eab paboThbI:

1. [TornMaTh CYNIHOCTH M COLMATBHYIO 3HAYUMOCTh CBOEH Oyaymei mpodeccun,
MPOSIBJISITH K HEW YCTOWYMBBINA UHTEPEC.

2. ®opmupoBaHHE KOMMYHUKATHUBHBIX KOMIICTECHIIMWA, OBJIAJICHUE JIEKCUKOW M
SI3BIKOBBIMU KJIMIIE T10 TEME.

1. Read and translate the text:

Computer reservation systems in the hospitality industry



As is known, the tourist product is a set of various services for the traveler, and the
tourist company is only one of the links of a large chain of partners in organizing
the tour. The speed of information, operational communication is of paramount
importance between them, therefore, information technology and computer
reservation systems in tourism play a huge role.

Air ticket reservation systems began to appear abroad in the late 50's. In the early
90's, large-scale introduction of electronic technology in the hotel industry, and
later - in the activities of tourist firms. In recent years, computer reservation
systems due to the increase in the scale of application have received a new name -
Global Backup Systems.

There are such basic ways of booking.

1. The Internet is about 30% of sales. Booking through the Internet depends on the
provider company, its prices and conditions. The booking scheme is identical to
the sale of hotel services.

2. GDS (Global Distribution System) about 40-60%. The advent of computer
programs began in the 60's. in Europe, due to the growing flow of customers. GDS
originated in the creation of airline alliances. It was intended for professional
tourist companies and required training of personnel (from 5 days). It includes
three main systems:

- Amadeus / System One is 175 segments per month (segment-service);

- Galileo / Apollo = 60 seg / month;

- World / Span / Abacus = 400 seg / month, average sales = 30,000 seg / month.
Only with their help annually sold at least 30 million tickets and hotel seats.

In the US, 96% of all travel agencies use booking terminals. In Russia, there are
currently the following booking systems for air tickets: "Gabriel”, "Gets" and
domestic "Sirena-2." The technical level of foreign booking systems is much
higher, they are more mobile, multifunctional, reliable, easy to manage, integrated
into global Internet networks. Consider the functionality of some foreign
reservation systems.

Amadeus is a multifunctional reservation system, which includes:

- more than 38,000 tourist companies through 108,000 terminals;
- 430 airlines with 60000 terminals;

- 35000 hotels and other accommodation facilities;

- 55 car rental companies.



The reasons for Amadeus' leadership in Russia are explained by the earlier arrival
on the Russian market (1993), rather strong marketing promotion in the market, the
development of adapted programs for Russian travel agents.

Currently, about 650 Russian tour companies enter the Amadeus system through a
representative office in Russia or through distributors in Germany, Finland,
Sweden and other countries. Through this system, you can apply with hundreds of
airlines, tens of thousands of hotels (with immediate confirmation) and all major
car rental companies around the world. "Amadeus™ offers the most reliable range
of tourism services, provides a complete management toolkit accessible from
anywhere.

Galileo is one of the leading computer reservation systems in the world. In Eastern
Europe there are only 120 agencies, but there is no representation in Russia. In
1993, the American system of booking "Appolo™ joined this system, and in 1996
merged with "Gets", which automatically added a lot of new customers, which had
a positive impact on the following parameters of activity:

- Countries served - 57;

- agencies that use Galileo - 32326;

- number of terminals in the world - 119400;
- armored hotel chains - 193;

- bookable hotels - 29500;

- booked airlines - 500.

This is one of the most advanced systems in technical terms. One of the first to
provide agencies with a Windows-version of the reservation system. In Russia
since 1993, but has weak advertising. Works mainly with the subjects of the CIS
and with Russian air carriers.

Saber is distributed in more than 70 countries and has about 30 thousand users. A
distinctive feature - offers its customers direct sales. Essence - opening access to
the system for all comers. Any tourist or businessman can independently book
flights or hotel room from his home or work personal computer.

The difficulties of promoting GDS in the Russian market of services depend on:

- on the complexity of connection and use;

- high overhead costs: mandatory purchase of computer equipment from a certain
supplier, rent for work in the system, high commissions for low sales, the need to
update computer support;

- low coverage of the Russian market;

- limited communication between isolated administrative centers;

- there is no clear interaction between inventory systems and GDS;

- Inventory systems do not have the opportunity to enter the world space.



For the first time in our country, the prototype of computer systems was the
"Ekran" system, which was located in the Yaroslavskaya Hotel,

2. Answer the questions:

1. What is included in the investment cycle of hotel establishment?

2. What are the main principles that are taken into account when building a hotel?
3. What are the requirements for the hotel building?

4. What are the requirements for the sign and the entrance to the hotel building?
5. What is the corporate identity of a hotel company? What are the criteria for its
development?

6. What does horizontal communication in the living areas of a hotel include?

7. How is the utilization rate calculated for the hotel?

8. How to calculate the number of rooms?

9. What services are included in the life support of hotels?

10. What are the standard rates for individual zones of a hotel room?

11. What elements are included in the structure of the hotel's weak economy?

12. What are the fire safety measures?

13. What is the role of information systems and their use in the hotel business?
14. What, in your opinion, are the prospects for the computer reservation of hotel
rooms via the Internet?

15. How is the occupancy of the hotel room calculated?

IIpakTuyeckoe 3ansiTue 10.
Tema 10. ITaccuBHbBIIi 3aJ10T.
1. O6pazoBanue naccuBHOTO 3ajora. [laccuBHBIN 3a710T HACTOAIIUX BPEMEH.
2. [TaccuBHBIH 3a0T TpomeaAux BpemMeH. [laccuBHBI 3amor OyAyImuX BpeMeH.

eab paboThbI:

1. [TornMaTh CYNIHOCTH M COLMATBHYIO 3HAYUMOCTh CBOEH Oyayiei mpodeccun,
MIPOSIBJISITH K HEW YCTOWYMBBIN UHTEPEC.

2. dopmupoBaHue KOMMYHHKATUBHBIX KOMITIETEHIIUH, OBJIAJICHUE
rpaMMaTHYECKUM MaTEPUAJIOM.

IMaccuBHbIii 3a0r (passive voice)

IMaccuBHbBIIf 3a00r (Passive VOICe) MoKas3pIBaET, YTO JIMIIO WIIH MIPEIMET,
BBIPKEHHOE TIO/IJICKAIINM, HCTIBITHIBACT JICHCTBHE HA cede:

The big cake was baked by Sam.

bonvwoti nupoe 6vin ucneuen Comonm.

OoOpa3oBaHue MaCCHBHOIO 32J10Ta



Jl1st Tor, 4TOOBI MONTYYUTh (HOPMY TJIarojia B TaCCUBHOM 3aJi0Te, HEOOXO0IUM
BCIIOMOTaTeIbHBIN [1aroa t0 DeB cooTBeTCTBYOIIEM BpEMEHH, JIUIIC U YHCIIE
u npuyactue npomeairero spemenu (Participle 11) 3maunmoro riaroma:

This building will be demolished next month.

Omo 30anue 6ydem cHeceHo 8 credyrujem mecsaye.

B orpunartenbHbIX Npei1oKeHUaX yacTuia NOot craButes nocie
BCIIOMOTATEIBLHOTO TJIaroja, a €CJId UX HECKOJILKO, TO IMOCJIE TIEPBOTO U3 HUX:
He has not been seen anywhere.

E20 nueoe ne suoenu.

B BonmpocuTeIbHBIX NPe/II0KEeHUAX BCIIOMOTaTeIbHBIHN I1aroit (MiId IepBbId 13
HUX) BBIHOCUTCSI HA MECTO TMEPe]T MO IICHKAIIIM:

Was your wallet stolen?

Baw 6ymasichux 6win ykpaoden?

Tadamua BpeMeH NacCHBHOIO 3aJ10ra

Simple Continuous Perfect

space is being

Present  space is explored space has been explored

explored
Past space was space was being space had been explored
explored explored
space will be space will have been
Future
explored explored

['maron B macCMBHOM 3aJ10T€ B aHTJIMUCKOM S3bIKE MOKHO MEPEBOJINTH HA PYCCKUI
SA3BIK HECKOJIBKUMU CITOCOOAMU:

. ['maronom, OKaHYMBAKOIIUMCS Ha -CHl, -Ch.

. CodyeranueM riaroia ObITh C KpaTKoi (pOpMOil MpUYaCTHsI TACCUBHOTO
3ayiora (B pyCCKOM SI3BIKE B 3TOM COYETAHUU IJIaroi ObITh B HACTOSIIIEM BPEMEHH
HE ynoTpedsercs).

. ['11aroioM B akTHBHOM 3aJI0T€ B 3-M JIMIIC MHOKECTBEHHOI'O YHUCJIA B
COCTaBe HEOIPEACICHHO-TMYHOTO TPEIOKCHUS.

JloToHEeHUE B TPE/IJI0KEHUH C TJIar0JIOM-CKa3yeMbIM B ITACCHBHOM 3aJI0Te
ynotpeoisercs ¢ npeiorom by mimu with. 3to monoiHeHre COOTBETCTBYET
PYCCKOMY JTOTIOJTHCHHIO B TBOPUTEIHLHOM Iajiexe 0e3 mpeiora.
JlononHeHue ¢ npeioroM by BeipaskaeT aeiCTBYIONIEE JIMIIO WIH ICHCTBYOIIYIO
CHITY:

The fish was caught by the seagull.

Puviba 6vina notimana uaiikoii.

JlomostHeHUE ¢ npeioroM With BepaskaeT opyaue TeHCTBUS:

Shafts are turned with cutters.

Banvt oomauusaromes pezyamu.


https://www.native-english.ru/grammar/verb-to-be
https://www.native-english.ru/grammar/participle

Exercises.

1. Summaries are usually written in present tense. Simple present is the most
Important tense in summaries. But other tenses are important,too.
Decide whether to use simple present, simple past, present perfect, conjunctive or
passive voice. Use the long forms.

The Fellowship of the Ring (be) | the first book of J.R.R. Tolkien's The
Lord of the Rings trilogy, which (set) in a fictive world, Middle Earth.
It (tell) the story of Frodo, a hobbit, and a magic ring.

As the story (begin) | , Frodo (give) a magic ring. The wizard
Gandalf then (tell) | him of the Rings of Power and of Sauron, the Dark
Lord, who(make) the Master Ring to rule all other Rings.

Gandalf (advise) | Frodo to leave home and keep the ring out of Sauron's

hands who already (send) his Black Riders in search for it. Frodo's
ring (give) Sauron the power to enslave Middle Earth.

2. Decide whether to use simple present, simple past, present perfect, conjunctive or
passive voice. Use the long forms.

Frodo (leave) | the shire with three travelling companions: Sam, Merry and
Pippin. First they (know/not) that the Dark Riders (pick up) |

their trail already. But soon the four friends (find out) | about that.

They (have) a few encounters with the Dark Riders which Frodo and his
friends(can) | only just escape. In one attack by the Dark Riders, however,
Frodo (wound) | badly. Still, his friends (manage) | to escape with
him. Travelling on, they (reach) | the country of the elves. There

Frodo (heal) | by Elrond, an half-elven.

3. Decide whether to use simple present, simple past, present perfect, conjunctive or
passive voice. Use the long forms.

A council then (decide) | that the ring (must / destroy) |
and(send) | nine individuals, the fellowship of the ring, to the Cracks of
Doom to fulfil this task. The group (travel) | through the lands of Hollom

and finally (come) to the mines of Moria. There they (have to) |
fight against orcs and a demon of flames called Balrog. Fighting Balrog on the

bridge of Khazad-Dum, Gandalf (save) | his friends. Gandalf himself,




however, (drag) into the depths by the demon. The
others (manage) to escape.
When Boromir, one of the fellowship, (try) to steal the ring,

Frodo (realise) | that he (have to) | continue on his own. His dear
friend Sam, however, (want/not) | to let him go alone. So
he (accompany) | him and eventually the two of them (reach) the

evil land of Mordor.

3. Change these active sentences to passive. Choose if you need the agent or not.
1)  People speak Portuguese in Brazil

2) The Government is planning a new road near my house
3) My grandfather built this house in 1943

4) Picasso was painting Guernica at that time

5) The cleaner has cleaned the office

6) He had written three books before 1867

7) John will tell you later

8) By this time tomorrow we will have signed the deal

9) Somebody should do the work

10) The traffic might have delayed Jimmy

11) Everybody loves Mr Brown

12) They are building a new stadium near the station

13) The wolf ate the princess

14) At six o’clock someone was telling a story

15) Somebody has drunk all the milk!

16) | had cleaned all the windows before the storm

17) A workman will repair the computer tomorrow

18) By next year the students will have studied the passive
19) James might cook dinner

20) Somebody must have taken my wallet

IIpakTHyeckoe 3ansiTue 11.
Tema 11. IlonTBepxkaeHUE OPOHUPOBAHHUS.

eab paboThbI:

1. [TornMaTh CYNIHOCTH M COLMATBHYIO 3HAYUMOCTh CBOEH Oyaymei mpodeccun,
MPOSIBJISITH K HEW YCTOWYMBBINA UHTEPEC.

2. ®opmupoBaHHE KOMMYHUKATHUBHBIX KOMIICTECHIIMW, OBJAJICHUE JIEKCUKOW M
SI3BIKOBBIMU KJIMIIE 10 TEME.

Confirmation of reservation - reservation confirmed by special notification sent
by the hotel to the client. In response to the client's request, depending on



availability, the hotel makes a reservation and sends a booking confirmation
containing information about the guest's name, dates of stay, room category, room
price and additional services that can be booked in advance. The text of the
booking confirmation must be sent to the client on the company's letterhead, which
indicates the order confirmation number, the position and surname of the
responsible person in the reservation department, and other details. Confirmation is
necessary to ensure that the hotel can always prove that the customer has been
informed about the conditions of booking at this hotel.

Usually a specific number is not booked, and only the room category is
booked, but if the guest, especially from among regular or VIP clients, prefers a
particular number, then his wish is usually taken into account. When booking for
this it is necessary to pay attention and, if possible, provide the customer with the
favorite number.

Hotels can change the price policy, as well as the order of booking confirmation.
The published rates for accommodation in this hotel are subject to change without
notice, however the room rate shown on the booking confirmation is not subject to
change. The hotel should inform the potential customers in writing about changes
in tariffs for the provided accommodation services at least 30 calendar days before
the date of introduction.

Booking conditions vary from hotel to hotel. In order to avoid
misunderstandings, when you apply to a hotel, you should explain these conditions
in detail.

The process of processing an application letter for placing and processing a
booking confirmation is as follows.

Upon receipt of the letter of application for accommodation, the reservation
department employee fills in the appropriate form or enters the most important data
from the letter of application for accommodation in the reservation book. Further,
he registers the application in the hotel's electronic reservation system and assigns
it a serial number. All reservations must be entered in the computer system within
1-2 hours. Based on the information entered, a prospective hotel loading schedule
Is formed. When booking a booking, special attention should be paid to the type of
booking and the form of payment. With guaranteed reservation, the requisites of
payment documents must be specified in the application, guaranteeing receipt of
payment for the room if the guest fails to appear or late cancellation of the
reservation by the client. The more information will be entered into the electronic
booking system, the better and faster the process of settlement and discharge of
customers.

The reservation department employee prepares a booking confirmation, where
all the necessary information is entered. The confirmation number will be the same



number under which the application for accommodation was registered. As a rule,
hotels already have booking confirmation forms. They can be forms as already
embedded in the electronic booking system, as well as forms printed in
typographical way. Confirmation of reservation must be made in the same
language in which the application for accommodation was made. The text of the
booking confirmation depends on the type of booking. With guaranteed
reservation, the guest's waiting period is indicated, after which, penalties applied in
case of late cancellation of the accommodation order or non-arrival to the hotel
come into effect. In case of non-guaranteed reservation, the time before which the
guest can count on getting the number booked by him is indicated. As a rule, the
booking confirmation text starts with a thanks for choosing this hotel.

In addition to the terms and conditions of booking, guests can be informed
about the procedure for visa support, food, transfer, check-in time and check-in
hours in the hotel, as well as provide answers to any questions of interest to
customers.

The reservation department employee sends a booking confirmation to the
fax number specified in the application letter from the company, company or
individual. The employee must make sure that the confirmation of the booking is
received by the addressee by fax, and full, without distortion. Confirmation of the
successful receipt of the message in this case will be the answer "OK" on the
special form-report, issued by fax. If a fuzzy message is received, the fax will
output "Error” or "Poor line condition”.

All registered letters of application for accommaodation, confirmation of booking
for these applications and positive acknowledgments of receiving the fax by the
addressee are sorted by the dates of arrival, and are kept in the booking department
until the guest arrives at the hotel. This is necessary to confirm the details of the
accommodation when the guest arrives. After departure of guests these documents
are archived in case of specification of any details about the client's residence in
the past.

Sometimes in the booking there are any changes. Customers do not
completely cancel the order, but only partially change the conditions. This
concerns, first of all, the length of stay, the number of persons, the category of
rooms, the special wishes of the guest. Such changes are fixed by the employees of
the reservation department in a special form or notes are made in the registration of
applications for accommodation. All changes to the booking must also be made to
the computer system.

If changes are possible, the reservation department employee makes changes
to the already existing confirmations, corrects individual reservation details and
sends a fax with the mark "re-confirmation” to the customer's address.



The reservation department employee should be informed of the changes to
the departments to which these changes relate. If the reservation can not be
changed due to the hotel's occupancy at the requested dates, then it is necessary to
offer the customer an alternative number and a room category, and also to ask if he
wants to be included in the waiting list. The waiting lists are checked daily. If the
numbers are released, the reservation department employees call customers on the
waiting list.

If the reservation is impossible for one reason or another, then in this case the
reservation department sends an official refusal in the placement, containing an
apology, the reason for the refusal, informs the period of improvement of the
situation with free numbers and expresses the hope for further cooperation.

Translate the following words into English:

HO}ITBCp)K}IeHI/Ie 6p0HI/Ip0BaHI/I$I, YBCOAOMIICHHUC, 3aIIpOC KIIMCHTA, B 3aBUCHMMOCTH
OT, KaTeropusi HoMepa, JOMOJHUTEIbHBIE YCIYTH, OTAEN OpOHUPOBAHUA, TapU(bl
Ha pa3MEIlCHHE, YCIOBUS OpPOHUPOBAHUS, JXypHAJI PE3EPBUPOBAHUS HOMEPOB,
IMCPCIICKT WBHBIN rpa(bmc 3arpy3Ku T'OCTUHMUIIBI, QJICKTPOHHAA CucremMa
6pOHI/IpOBaHI/I$I, IIIT‘pa(bHBIQ CaHKIINH, HerI/I6BITI/IC B OTCJIb, BU30Bas IMOAJCPIKKA,
YCIIOBHUA TIMTAaHWA, BHOCUTbL HM3MCHCHUS, JIMCT OXKUIAAHUA, O@HHHaHLHLIﬁ OTKas,
BbIPAXXaTb HAJCKAY Ha zLanLHeﬁmee COTPYAHHUYICCTBO.

IIpakTHYeckoe 3ansiTue 12.
Tema 12. AHnyasiuusi OpOHUPOBAHUS.

eab paboThbI:

1. TloHnMaTh CYIIHOCTh M CONMAIBHYIO 3HAYMMOCTh CBOCH Oymymiel npodeccum,
MPOSABJIATH K HEW YCTOMYHUBBIA HHTEPEC.

2. ®opMHUpOBaHHME KOMMYHHMKATHUBHBIX KOMIIETEHIIMM, OBJAJICHUE JIEKCUKON U
SI3bIKOBBIMU KJIMIIE 10 TEME.

The reservation service does not only book rooms, but also makes cancellation of
reservations. If you cancel the reservation in full, the cancellation form will be
filled in.

All operations for booking, changes, cancellations must be recorded in
writing and included in the computer program. For convenience, the forms "New

reservation”, "Change", "Cancellation of booking" are of different colors.



Cancellation of non-guaranteed reservation. The reservation department
employee must request the guest's name, address, number of rooms booked, the
date of arrival and departure, and the confirmation number, if any. This
information helps to properly cancel the booking. After the booking has been
canceled, the reservation department employee calls the guest's cancellation
number and asks if the guest will make any other booking. The employee must
make sure that the booking for cancellations is canceled and the reservation
cancellation document with the corresponding number is created.

Cancellation of guaranteed reservation. Most companies of international
payment systems issuing credit cards allow you to levy fines in the event of a
guest's absence unless the hotel issues a special cancellation number. In case of
early cancellation of the reservation by a gquest, in order to avoid
misunderstandings, especially financial ones, department employees should follow
the established rules of cancellation of guaranteed credit card booking.

Information about booking a room is requested. This information includes
the name of the guest, his address, the number of rooms booked, the date of arrival
and departure, the booking number. During the cancellation process, the guest is
also notified of the cancellation number. The reservation department employee
should explain to the client that the cancellation number should be retained as a
guarantee of the timely cancellation of the reservation in the event of any financial
claims from the hotel side. The cancellation number consists of the date, initials
and code of the employee annihilating.

It is noted that the reservation is canceled, the document is assigned the
appropriate cancellation number, and the cancellation date is set. If the cancellation
Is not made to the guests themselves, but at his request, the name of the person
who annulles is displayed.

The cancellation number of the reservation is entered in the general list.

All information of this cancellation is entered in the hotel's computer database
for statistics, analysis and further development of the hotel policy in terms of room
reservation. This information is stored in the computer's memory until the next
arrival of the guest.

Actions for cancellation of reservations made on prepayment in different
hotels may differ among themselves. The prepayment must be returned to the guest
after the cancellation process. Possible written confirmation of cancellation, sent
by the hotel to the address of the client, travel agency or company.

If the request for cancellation of the application came by fax, the booking
officer sends a confirmation letter of cancellation.



The service that informs the cancellation must act professionally, politely,
accurately and accurately.

Employees of the reservation department prepare the check-in sheets for each
day, they are used by the staff when guests arrive.

Translate the following words into English:

AHHynsIMs  3aka30B Ha OpoHupoBaHHE, OyaHK «OTMeHa OpOHHUPOBAHUSY,
MUCBMEHHO 3a(UKCUPOBAHBbI, HOMEpP AHHYJSIMU 3aKa3a, PYKOBOICTBOBATHCS
YCTAaHOBJICHHBIMU  TMpaBWJIaMHM, 3alpamiuBaTh WHGOpMAIMIO, MpPUCBaUBaThH
COOTBETCTBYIOLIMA  HOMEp, TMpeAoIaTa, JAeMcTBOBATh MPOQPECCHOHANBHO,
BEXJIMBO, aKKYPaTHO U YETKO, JUCT 3ae3/1a.

IIpakTnueckoe 3ansaTue 13.
Tema 13. IIpouecc omiaThl.

eab padoThbI:

1. [ToHumMaTh CYNIIHOCTh M COLMAJIBHYIO 3HAYUMOCTh CBOEH Oyayiei npodeccun,
MPOSABIIATH K HEW YCTOMYUBBIA HHTEPEC.

2. ®@opMHpOBaHHE KOMMYHHMKATHUBHBIX KOMIIETCHIIMI, OBJIAJICHUE JEKCHUKON U
SA3bIKOBBIMHU KJIUIIIE TIO TEME.

1. Read and translate the text:

Accounting section of any business or organization tracks, records, and manages
the financial transactions of the business with its customers and clients. The
accounting department handles the financial health and tracks the performance of
any business directly. It is helpful for the management to take appropriate
decisions.

When it comes to a hotel business, accounting is managing expenses and revenue.
It provides a clear information to the guests thereby avoiding any unpleasant
surprises to the guests. Let us know more about the accounts section of front
office.

What is Front Office Accounting?

It is a systematic process in which the front office accounting staff identifies,
records, measures, classifies, verifies, summarizes, interprets, organizes, and
communicates financial information for a hotel business.

In the simplest form, a front office account resembles English alphabet ‘Block-T’.



Account Name

Charges Payments

In the domain of front office accounting, the charges are entered on the left side of
the ‘T’. They increase the account balance. The payments are entered on the right
side of the ‘T’. They decrease the account balance.

Basic Front Office Accounting Formula

Net Outstanding Balance = Previous Balance + Debit — Credit
Where debit increases the outstanding balance and credit decreases it.

Most of the contemporary hotel businesses employ automated accounting system.

Obijectives of Front Office Accounting System
The objectives of accounting system are —

« To handle transactions between the guests and the hotel accurately.
o To track the transactions throughout the guest’s occupancy.

o To monitor the guest’s credit limit.

« To avoid possibility of any fraud.

« To organize and report the transactional information.

Types of Accounts
There are following typical accounts in hotel business dealing with customers —

o Guest Account
« Non-guest or City Account
« Management Account

Difference Between Guest and City Account
Here are some prominent differences between a guest and a city account —

Guest Account City Account
It is the record of financial It is the record of financial transactions

transactions between the between the non-guests and the hotel.
guests and the hotel.

It is created at the time of It is created when a guest fails to settle
the bill completely at the time of check-



reservation or registration.  out.

It is maintained by the front It is maintained by the Accounts section

office completely. in back office.

It records all financial It records financial dues not paid or

transactions of a guest from partially paid by the guests at the time of

check-in till check-out. check-out from the front office to the
back office.

Guest account is compiled  City account is compiled on a monthly
on a daily basis. basis.

Management Account

Some hotels allow the managers to entertain the guests’ queries or grievances, or
any possibility of acquiring a business deal over a brief interaction with the
guests. For example, if a guest has some problem about the hotel policy, the
manager calls the guest for interaction over a coffee or a drink and tries to resolve
the same. The expenses towards this interaction are then recorded on the
management account.

Folios and Types
A folio is a statement of all transaction that has taken place in a single account.

The front office staff records all the transactions between the guest and the hotel
on the folio. The folio is opened with zero initial balance. The balance in the folio
then increases or decreases depending upon the transactions. At the time of check-
out, the folio balance must return to zero on settlement of payment.

Types of Folios
There are following major types of folios —

« Guest — Assigned to charge for individual guests.
o Master — Assigned charge for group/organization.
« Non-guest — Assigned for non-resident guest.

« Employee — Assigned for hotel employee to charge against coffee shop
privileges.
Postings and Types

The process of recording the entries on the folio is called ‘Posting’ of
transactions. There are two basic types of postings —



« Credit — They reduce the guest’s outstanding balance. These entries include
complete or partial payment, or adjustments against tokens.

o Debit — They increase the outstanding balance in the guest account. Debit
entries include charges under restaurant, room-service, health center/spa,
laundry, telephone, and transportation.

Vouchers and Types

Vouchers are detailed documentary evidences for a transaction. It transfers the
transaction from its source to the front office. Vouchers are used to notify the
front office about guest’s purchases or availing of any service at the hotel.

The following typical vouchers are used in the hotel —

« Cash Receipt Voucher
« Commission Voucher
« Charge Voucher
« Petty Cash Voucher
« Allowance Voucher
« Miscellaneous Charge Order (MCO)
. Paid-out Voucher (VPO)
« Transfer voucher
Here are some typical vouchers.

Petty Cash Voucher

Payment VVoucher

Ledger and Types
The ledgers are a group of accounts. There are two ledgers the front office handles

o Guest ledger — A set of all guest accounts currently residing in the hotel.
« Non-guest ledger — A set of all unsettled, departed guest accounts.

There are two other types of ledgers used in the hotel. Both types of ledgers are
used by back office accounting section as given —

« Receivable ledger — The back office accounting staff mails the bills and
statements to the guests after their departure without settling the bills and
ensures the payments for services provided.



« Payable ledger — The staff handles amounts of money paid in advance on
behalf of the guest to the hotel for future consumption of goods and
services.

Account Settlements
There are various issues regarding account settlement —

Orientation of Account Settlement
By Guest — The guest settles own account by cash/credit card/cheque.

By Organization — The organization settles guest account by transferring money
to the hotel account.

Methods of Account Settlement
There are following popular methods of account settlement —

Account Settlement in Local Currency — A guest can pay in terms of a local
currency where the payment is not chargeable with conversion fees.

Account Settlement in Foreign Currency — If the guest prefers to pay in foreign
currency, the service of payment by the bank is chargeable for around 3% to 6%
of the total payable amount.

Account Settlement Using Traveler Check — Travelers’ cheques, the pre-printed
cheques in the denominations of major world currencies are a good option to
paying by cash.

Debit Card — Use of magnetic cards for payment against account is most
common today. Paying by debit cards is as good as paying by cash as the amount
of money is instantly transferred from the guest’s bank account into the hotel’s
bank account.

In case of credit card settlement, the accounting staff mails the charge vouchers
signed by guests to the credit card company; preferably within a specified time.
The credit card company then settles the guest account by transferring money
against it.

Credit Settlement by Organization — Many national, international, private, or
public organizations send their employees or students for attending workshops,
seminar, or meetings. Such organizations tie-up with the hotel for paying the bills
of their employees on credit. The organizations reserve accommodations
depending on the number of room nights (number of rooms x number of nights
the representatives are expected to occupy). This is popularly known as account
Settlement using Direct Billing.

In direct billing account settlement, the front office staff verifies guest folios
and transfers the guest account to non-guest or city account. The hotel’s back-
office accounting verifies the guest folios and is responsible to collect the direct
billing amount from a direct billing agency such as embassy, university, or
organizations.



The accounting section also notifies the guests that if the direct billing agency
fails or refuses to pay the charges then the guests need to settle the account by
paying them from their pocket.

Combined Account Settlement — A guest can settle account by paying partial
amount in cash and remaining amount on credit. The front office staff needs to
prepare the supporting document for such kind of payment and hands it over to
the back-office accounts.

. Answer the questions:

. What Types of Accounts do you know?

. What’s the difference between a guest and a city account?
. What major types of folios do you know?

. What typical vouchers are used in the hotel?

. What is Receivable ledger?

GO WDNDEDN

2. Prepare the list of actions how to accept the payment.

3. Fill the sentences with suitable words:
1. The accounting department handles and tracks the
of any business directly.

2. Where increases the outstanding balance and decreases
it.

3. There are following typical accounts in hotel business dealing with customers:

4. The folio is opened with

5. — Assigned to charge for individual guests.

6. — Assigned charge for group/organization.

7. — Assigned for non-resident guest.

8. — Assigned for hotel employee to charge against coffee shop
privileges.

9. Credit — They the guest’s outstanding balance.

10. Debit — They the outstanding balance in the guest account

11. are used to notify the front office about guest’s purchases or

availing of any service at the hotel.

12. — A set of all guest accounts currently residing in the hotel.

13. — A set of all unsettled, departed guest accounts.




14. — The back office accounting staff mails the bills and
statements to the guests after their departure without settling the bills and ensures
the payments for services provided.

15. — The staff handles amounts of money paid in advance on
behalf of the guest to the hotel for future consumption of goods and services.

IIpakTHyeckoe 3ansiTue 14.
Tema 14. Tunsl omiaThl.

eab padoThbI:

1. [ToHuMaTh CYIIHOCTh M COLMAJIBHYIO 3HAUUMOCTh CBOEH Oyayiel npodeccun,
IIPOSIBIIATH K HEW YCTOMYMBBIN MHTEPEC.

2. @opMHpOBaHME KOMMYHHMKATHBHBIX KOMIIETEHILIMM, OBJIAJICHHE JIEKCUKON U
A3bIKOBBIMHU KJIMIIIE TIO TEME.

Payment in cash (Cash)

Cash money settlements - made with the use of cash payment facilities, payments
for purchased goods, work performed, services rendered. Payment by cash is made
in Russian hotels in rubles, in accordance with the legislation of the Russian
Federation and at the rate established by the order for the hotel and is applied at
the date of payment. The information on the ruble exchange rate for the current
day should be in the public eye to avoid misunderstandings. Acceptance by the
cashier of payment in foreign currency is a gross violation. According to the
"System of classification of hotels and other accommodation facilities,” adopted
by the Federal Agency for Tourism, a mandatory requirement for hotels 3-5-star
category, is the presence of a currency exchange office (for hotels 4-5-star
category - with a 24-hour mode of operation).

The cashier prints out two copies of the invoice on the printer. All documents that
are due in the calculation must be sent to the guest in the envelope. Another copy
of the general account with two copies of all accounts for additional paid services
and telephone negotiations the cashier will transfer to the accounting department,
the night auditor or a colleague for a change, depending on the mode of operation.
The cashier should remember to thank the customer.

Payment by credit cards (Payment by Credit-Card)

When issuing clients to hotels where credit cards are to be paid using an imprinter,
the cashier should form a joint account and deposit the necessary amount into the
slip already prepared at the entrance. Give this slip to the client's signature, make a
request (by phone) to the required amount in the authorization center, receive and



record the authorization code on the slip (with a positive response). In order for the
payment document to be fully issued, you must:

put on the slip date of payment;
briefly indicate the currency code (in our case it is only rubles);

make a note next to the logo of the payment system, whose credit card was taken
for payment;

indicate the name of the cashier.

Slip is filled with a legible handwriting, it is necessary to ensure that all
information is present on all three copies. Corrections on the slip are not allowed.
If an error occurred while filling the slip, this slip is eliminated, rolled and filled
again.

The cashier gives the documents assigned to the client:
a general invoice for the hotel services provided,

one copy of the slip (most often this is the first copy indicating the Cardholder /
Client or Cardholder's rubbish);

account for all provided additional paid services.
For a report to the bookkeeper, the cashier needs:
total score;

two customer-signed copies of the slip with notes: a copy of the merchant's
merchandise or just a merchant / company and a copy of the bank’s bank or United
Card Service.

In hotels accepting payment by credit cards through POS-terminals and using a
pre-authorization system (deferred payment), the cashier uses the OFF-Line Sale
function in the final settlement with the client. To do this, he needs a check of
preliminary authorization of the client, prepared in advance at check-in (during
solvency issues). By pressing a certain button, the cashier calls the OFFLINE
mode. After that, it is necessary to enter the credit card number (from the magnetic
stripe by card by magnetic reading device or manually, using the credit card
number available on the pre-authorization check).

After the introduction of the total amount on the account, the cashier enters the
pre-authorization code (it is also indicated on the pre-authorization check). After a
certain command to the POS terminal, the device starts printing a check identical



to the "Sale" check, but with the mark "OFFLINE Sale". This check, consisting of
two copies (white and yellow colors) and providing a copy effect, is given for
signature to the client.

The rest of the "frozen" money (if any) is instantly returned to the client's account.
In this case, the cashier gives the customer:

one copy of the general account prepared on the computer;

signed by the client one copy of the check issued by the POS-terminal;

all accounts for the provision of additional paid services.

For the reporting the cashier still has:

the second copy of the general account prepared on the computer;

signed by the client a second copy of the check issued by the POS-terminal;

all customer accounts for the provision of additional paid services in two copies.

Working with credit cards requires the cashier great responsibility, attention,
vigilance and professionalism.

According to the Federal Law of the Russian Federation of May 22, 2003 No. 54
"On the use of cash registers for the implementation of cash payments and (or)
payments using payment cards™ by all organizations and individual entrepreneurs
in cases of the sale of goods, work or services compulsory use is made of cash
register equipment included in the State Register. Organizations (with the
exception of credit institutions) and individual entrepreneurs using cash registers
are required to:

to register cash register equipment in the tax authorities;

to use in the execution of cash payments and (or) payments using payment cards,
good cash management equipment, sealed in accordance with the established
procedure, registered with the tax authorities and ensuring proper accounting of
funds when performing settlements (fixing settlement transactions on the control
tape and in fiscal memory );

Issue cash receipts printed by cash register equipment to customers (customers)
when making cash payments and (or) settlements using payment cards at the time
of payment;



ensure the maintenance and storage in accordance with the established procedure
of documentation related to the acquisition and registration, commissioning and
use of cash registers, as well as to provide officials of tax authorities conducting
inspections with unhindered access to appropriate cash register equipment and
provide them with the specified documentation;

to make, during the initial registration and re-registration of cash register
equipment, the introduction into the fiscal memory of cash register equipment of
information and the replacement of fiscal memory with the participation of
representatives of tax authorities.

Payment by bank transfer

When issuing customers who live in the hotel by bank transfer (Account to
company), the front desk clerk is obliged to check whether the service money is
transferred to the hotel account or whether there is a guarantee of their receipt in
the near future. The front desk employee should also check the list of services that
were provided to customers by bank transfer on the terms of a contract or letter of
guarantee. The amounts on the accounts of these customers must go directly to the
non-cash accounts of the organizations where they were located. In the computer
program there is a corresponding section. If customers have invoices for additional
paid services provided by the hotel that are not included in this list, it is necessary
to receive payment for them in cash or by credit card and issue the necessary
accounts, which were already mentioned earlier.

Payment by vouchers. This type of payment in the hotel is less common than cash
and credit card settlement, and is a kind of non-cash settlement. VVoucher
(Voucher) - a document that establishes the right of the tourist to services included
in the tour and confirms the fact of their provision. The voucher must include:

the name of the travel agency that issued it;

state license number of a travel agency for the right to carry out tourist activities
(for domestic tourism organizations);

the address of the travel agency and the rest of its most complete requisites;
voucher number and date of issue;

the name of the organization for which the voucher is intended (hotel, boarding
house, holiday home, other travel agency, etc.);

Surname of the client or clients;

number of clients;

a detailed list of paid services that must be provided to a given client within a
specific time frame;

telephones and addresses of travel agency partners.

The voucher must have the signature of the responsible person and the seal of the
enterprise. The voucher is usually issued in 3 copies:

one remains in the organization that issued the voucher;



The second is issued to the client;

The third is for the host organization.

Foreign and domestic travel agencies conclude with the hotel agreements for the
service of tourists, business people. The payment document for the customer is a
voucher. Customers buy a voucher at the travel agency, ie they already pay in
advance the accommodation and some additional paid services (usually breakfast
and transfer). The hotel or other accommodation facility receives payment for
services rendered from travel agencies through bank transfers. The cashier of the
reception service issues vouchers along with other documents and invoices to the
payment part of the hotel for further processing. In the computer program, the
cashier makes appropriate notes for the services rendered by the hotel that are not
included in the list of paid voucher services, the cashier takes payment in cash or
by credit card.

Express payment of the hotel account (Quick Check-out Service), or Express
check-out. The express statement system was developed and implemented by Bill
Marriott, Jr.. This system is very convenient for frequent business travelers in
hotels. This method is used only when paying with credit cards, and in the Russian
conditions apply only in upscale hotels, where a high degree of confidence on the
part of customers to the staff of the reception, and vice versa, as this procedure is
an extract from the hotels do not require the immediate presence of living. The
form for a "quick statement™ can be taken to Reseption at the time of registration or
at any other time during your stay. Express Check-out is possible only if there is an
imprint of the customer's credit card (credit card slip). Guests receive their ready
accounts in the evening (before leaving the next morning). Some hotels use
technologies that allow customers to check the accuracy of the account via
interactive television in their room. If the bills are accurate and the guests agree
with all charges for the services rendered by the hotel, they fill out the form or, in
other words, the express payment agreement, sign it and give it to Reception upon
departure. This procedure can save a lot of time and avoid possible delays during
check-out.

Sometimes in hotels there is a need to return money to customers. The cashier
makes a refund in the following cases:

refusal of a guest from the room within one hour from the moment of settlement, if
the client did not use the number;

In connection with an early departure from the hotel, when payment for the room
was made for a longer period of stay;

when changing the form of payment from cash to bank transfer;

in special cases in consultation with the hotel management;

in case of transferring a client from a previously paid room to a room of a different
category (lower cost);

when you add another guest (guests) to the paid room.

In the last two cases, the price difference is paid.



This procedure is accompanied by execution of the client's receipt in receipt of an
unused advance with mandatory identification of the guest's signature on the
receipt with a signature in the passport or other certifying

Sometimes in hotels there is a need to return money to customers. The cashier
makes a refund in the following cases:

refusal of a guest from the room within one hour from the moment of settlement, if
the client did not use the number;

in connection with an early departure from the hotel, when payment for the room
was made for a longer period of stay;

when changing the form of payment from cash to bank transfer;

in special cases in consultation with the hotel management;

in case of transferring a client from a previously paid room to a room of a different
category (lower cost);

when you add another guest (guests) to the paid room.

In the last two cases, the price difference is paid.

This procedure is accompanied by registration of the client's receipt for receiving
an unused advance with mandatory identification of the guest's signature on the
receipt with a signature in the passport or other document that certifies the identity.
The receipt must also contain the client's passport data. Subsequently, such a
receipt will be submitted to the accounting department together with the cash
report. Accordingly, the amount of revenue will be less by the amount indicated.

There are cases when the client refuses to pay for a particular service. If the clerk
of the reception service can not independently resolve the problem, he should
contact the head of the unit. The head, in turn, on the basis of his powers,
experience, appropriate instructions, must find the correct solution to this problem.
In each specific case it is necessary to approach individually, proceeding from the
developed situation. In case of misunderstanding with payment it is necessary to
take the guest aside from the general queue, to solve the problem without extra
publicity.

The Check Out Procedure should not take more than eight minutes. At the
conclusion of the statement, you should remind the guest of the need to collect
your passport, thank him for choosing your hotel, invite the guest to come again
("We will be very glad to see you again at our hotel!"), To thank and encourage the
guest, a review of the quality of service at the hotel (where provided), wish a happy
journey. Upon departure, the baggage carrier takes the luggage from the room and
quickly loads it into the car, thanks for staying at the hotel, politely says goodbye.
In rainy weather, the porter escorts the guest to a car with a large umbrella and also
wishes a successful trip.



The cashier of the reception and accommodation service is a materially responsible
person. He must carefully and accurately settle accounts with customers. Working
with money, credit cards requires the cashier to take great responsibility. Errors of
the cashier can lead to large material losses of the hotel. And this, most likely,
entails the dismissal of an employee who made a mistake, perhaps even with the
payment of a shortage.

At the end of his work shift, the cashier makes reports. On the computer, it opens
the file "Transfer of the shift" and performs all the necessary operations. The
cashier receives a cash report on cash, by bank transfer, for all operations with
credit cards, a general cash report. The report on credit cards is supplemented with
a printout of a report on transactions with credit cards with the help of a POS
terminal since the previous shift.

Cash revenue must exactly match the amount of the cash report. Money, cash
reports along with all payment documents and invoices are transferred by shift or
are handed over directly to the hotel's bookkeeping. The transfer of revenue for the
change is accompanied by the filling in of the corresponding form (form).

The accounting department thoroughly checks all documents, invoices received
from the reception and placement service, and also verifies the discrepancies and
errors.

The control of cashiers' work is also carried out by city tax organizations. The tax
authorities exercise control over compliance by organizations and individual
entrepreneurs with the requirements of Federal Law No. 54 of May 22, 2003, "On
the use of cash registers in cash cash payments and (or) payments using payment
cards.”

Sometimes in hotels there is a need to return money to customers. The cashier
makes a refund in the following cases:

refusal of a guest from the room within one hour from the moment of settlement, if
the client did not use the number;

In connection with an early departure from the hotel, when payment for the room
was made for a longer period of stay;

when changing the form of payment from cash to bank transfer;

in special cases in consultation with the hotel management;

in case of transferring a client from a previously paid room to a room of a different
category (lower cost);

when you add another guest (guests) to the paid room.

In the last two cases, the price difference is paid.

This procedure is accompanied by registration of the client's receipt for receiving
an unused advance with mandatory identification of the guest's signature on the



receipt with a signature in the passport or other document that certifies the identity.
The receipt must also contain the client's passport data. Subsequently, such a
receipt will be submitted to the accounting department together with the cash
report. Accordingly, the amount of revenue will be less by the amount indicated.

There are cases when the client refuses to pay for a particular service. If the clerk
of the reception service can not independently resolve the problem, he should
contact the head of the unit. The head, in turn, on the basis of his powers,
experience, appropriate instructions, must find the correct solution to this problem.
In each specific case it is necessary to approach individually, proceeding from the
developed situation. In case of misunderstanding with payment it is necessary to
take the guest aside from the general queue, to solve the problem without extra
publicity.

The Check Out Procedure should not take more than eight minutes. At the
conclusion of the statement, you should remind the guest of the need to collect
your passport, thank him for choosing your hotel, invite the guest to come again
("We will be very glad to see you again at our hotel!), To thank and encourage the
guest, a review of the quality of service at the hotel (where provided), wish a happy
journey. Upon departure, the baggage carrier takes the luggage from the room and
quickly loads it into the car, thanks for staying at the hotel, politely says goodbye.
In rainy weather, the porter escorts the guest to a car with a large umbrella and also
wishes a successful trip.

The cashier of the reception and accommodation service is a materially responsible
person. He must carefully and accurately settle accounts with customers. Working
with money, credit cards requires the cashier to take great responsibility. Errors of
the cashier can lead to large material losses of the hotel. And this, most likely,
entails the dismissal of an employee who made a mistake, perhaps even with the
payment of a shortage.

At the end of his work shift, the cashier makes reports. On the computer, it opens
the file "Transfer of the shift" and performs all the necessary operations. The
cashier receives a cash report on cash, by bank transfer, for all operations with
credit cards, a general cash report. The report on credit cards is supplemented with
a printout of a report on transactions with credit cards with the help of a POS
terminal since the previous shift.

Cash revenue must exactly match the amount of the cash report. Money, cash
reports along with all payment documents and invoices are transferred by shift or
are handed over directly to the hotel's bookkeeping. The transfer of revenue for the
change is accompanied by the filling in of the corresponding form (form).



The accounting department thoroughly checks all documents, invoices received
from the reception and placement service, and also verifies the discrepancies and
errors.

The control of cashiers' work is also carried out by city tax organizations. The tax
authorities exercise control over compliance by organizations and individual
entrepreneurs with the requirements of Federal Law No. 54 of May 22, 2003, "On
the use of cash registers in cash cash payments and (or) payments using payment
cards."

Translate from Russian into English:
1. OcHOBHEBIE 00SI3aHHOCTH COTPYAHUKOB BeqepHeﬁ CMCHBI CJIY)K6BI HpI/IeMa:

[TpyHUMAIOT CMEHY OT KOJUIET JTHEBHON CMEHBI, 3HAKOMSTCS C 3aIMCSIMU B
xypHane «[lepegaua cMen».

[TpoBepsrOT HAIMYKE COOOIICHHH 1 (PaKCOB, IEPEIAFOT MX TOCTSIM.
KOHTpOIupyOT BBIOTHEHUE 3aKa30B Ha aBTOTPAHCIIOPT.

3aHnMaroTcs (HOPMaAIBbHOCTSAMH, CBI3aHHBIMU C 3aCEJICHUEM U BBIC310M KIIMCHTOB,
aKKypaTHO BEIYT COOTBETCTBYIOIIYIO JOKYMEHTAITHUIO.

NubopMuUpyroT rocTei oTeIst Mo MUPOKOMY KPyTy BOIIPOCOB.

[Tociie okoHYaHMS pabOTHI OT/Ie]Ia OPOHUPOBAHMS, IPUHUMAOT 3aKa3bl HA
pa3MeIlleHre 1 BBITIOJIHSAIOT BCE OIEepaIiuy 110 OPOHUPOBAHUIO HOMEPOB M MECT B
TOCTUHHUIIE.

OcymecTBIsAI0T 00pabOTKY ¥ HAUYKCICHUE TIATE)KEH 3a MPEIOCTABIICHHUE TJIaTHBIX
yCITIYT, BKJIFOYAsi UX B cUeTa TOCTEH.

OcCyIecTBISAIOT BeIaYy U XpaHEHHE KITFOUYEH OT TOCTEBBIX KOMHAT, HEKOTOPBIX
CITY>KE€OHBIX M OOIIECTBEHHBIX TOMEIIICHUM.

[Tpr HEOOXOTUMOCTH BBIIIOIHSIOT U JPYTHE TOPYUCHUS.

K 23 yacaM MoAgBOIST UTOTH CBOCH CMEHBI M TICPEIal0T €€ HOYHOMY ayJIUuTOpY.
Takum 00pa3oM, COTPYAHUKH BEUCPHEH CMEHBI BBITIOJIHSIOT IPAKTHYCCKHU TC JKE
(GYHKIIMU ¥ OIlepalliy, YTO U COTPYAHHUKHU JTHEBHOM cMeHBI. [0 OKOHUaHUN
BEUCpHEH CMEHBI JKeJIaTeIbHO IIPEAOCTaBUTh COTPYIHUKAM OeCTUIaTHBIN
TPAHCIIOPT JI0 JOMa.

2. VI3 MHOXecTBa 00S3aHHOCTE HOYHOTO ayJITUTOPa MOKHO BBIICIIUTH Hanuboiee
Ba)KHBIC:

BoinonusaTh Bce (PyHKIMU, CBSI3aHHbBIE C TOCEIIEHUEM, OOCITYKUBAHUEM, BBIITUCKON
KJINEHTOB OTEJIA.

BrocuTh 1aHHbIe O pacxojaM KIMEHTOB Ha UX CU€Ta, KOTOPhIE HE OBbLIIM BHECEHBI
COTPYIHUKAMU BEYEPHEU CMEHBI.

KonTposnmpoBaTk NpaBUiIbHOCTh HAYKUCIICHUS TUIATEKEN 34 MIPEIOCTABICHHbIE
TOCTSIM yCIIYTH IPEAbIIYIIMMU CMEHAMHU, BHOCUTh HEOOXOIMMbIE KOPPEKTHUBHI,



COCTaBJISITh OTYET MO PACXOXKIACHUSM U OITUOKAM (€CJIM UMEIOTCS) TSt
PYKOBOJUTENS CIY>KObI TpUEMa U pa3MEIICHUS.

BecTtu HeoOxoauMyt0 TOKYMEHTAIMIO, MapaJlJIeIbHbIN yUeT Ha cllydyail BbIXOJa U3
CTPOSI KOMITBIOTEPHOUN CUCTEMBI.

[ToaroraBnuBaTh MOJHBIM CYTOYHBIA OTYET O AESATEIBHOCTH OTEJNS 3a
NPEIBIAYIIUI JEHb.

[ToarorasnuBath k 7.00 cBeneHus o 3austoctu HomepHoro ¢ouaa (Housekeeping
Report) nns cmyx0b1 xo3stictBeHHOTO 00ecneuenus (Housekeeping).
OcymiecTBIsATh KOHTPOJIBHBINA 00XO0/] IO OTEIIIO C IIEJIbIO BBISBICHUS BO3MOKHBIX
HapyIIeHUH U TPU HEOOXOAUMOCTH IIPUHUMATh PEIICHUS B MpeJeax cBoei
KOMITETCHITU Y.

[TpousBouTh MOOYAKY KJIIMEHTOB M BBICTYNAaTh B KaueCTBE TeIe(HOHHOTO
oneparopa (Ipu He0OOXOAUMOCTH) U T. .

PaboTa HOYHBIX ayAUTOPOB BO MHOTOM 00Jier4aeT paboTy JHEBHOW CMEHBI, TaK
KaK BCE CueTa KJIMEHTOB YK€ BBIBEPEHBI M TIOJITOTOBJICHBI K OTIEPAI[UU OTLIATHI.
Takum oOpa3zom mporecc 00CTyKUBaHUS KIMEHTOB B Yachl HAan00Jiee MacCOBOTO
orbe3za (¢ 7 1o 12 yacoB) 3HAUUTEIILHO YCKOPSETCS.

IIpakTnueckoe 3ansaTue 15.
Tema 15. Ycii0BHBIE NIPe10KeHUS.
1. YcnoBHble NpesIoKEeHNs HYJIEBOTO THIA. Y CJIOBHBIE NMPEAIOKEHUS IEPBOTO
THUIIA.
2. Y CII0OBHBIE IPEJIOAKEHHSI BTOPOTO TUIA. Y CJIOBHBIE NMPEAJIOKEHUS TPETHETO
THUIIA.

Heab pabdoThbI:

1. TloHnMaTh CYIIHOCTh M CONMAIBHYIO 3HAYMMOCTh CBOCH Oymymiel npodeccum,
MPOSABJIATH K HEW YCTOMYHUBBIA HHTEPEC.

2. ®opmMHUpoOBaHUE KOMMYHUKATHUBHBIX KOMIETEHIU N, OBJIAJICHUE
rpaMMaTUYECKUM MaTE€pUajIoM.

Kak cTposiTtcst ycjiOBHBbIE NMPEIT0KEHUS B AHTJIMICKOM SI3bIKe

VYcnoBHOE IPEeAJIOAKEHUE COCTOUT U3 IBYX YACTEW: YCIOBUA U pe3yJibTarta.
YciioBue JIerKo y3HaTh, OHO Beeraa HaunHaeTcs co ciioBaif (eciu). Pesynprar
OOBIYHO COOOIIAeT HaM, YTO OyJIeT, €CIIH BHIMOJIHUTH ycinoBue. CymecTyet 4
OCHOBHBIX THITa YCIIOBHBIX MPEJIOKCHUN B aHTJIMHCKOM SI3bIKE: HyJIeBOU (Zero
Conditional), mepssrii (First Conditional), Bropoii (Second Conditional) u Tpetnii
(Third Conditional). Bo Bcex Tumax HCIOJIB3YIOTCS pa3HbIe BpEMeHa.



VYcnoBue MoXeT OBITh Kak B Hauajle, Tak U B CepeIMHe mpeasioxkeHus. B pycckom
SI3bIKE MBI BCETA OTIEIISIEM YCIIOBUE OT PE3yJbTaTa 3alsiTor. B aHTIMHCKOM
SI3bIKE MBI CTABUM 3aIIATYI0, TOJIBKO KOTZIa YCIIOBUE CTOMT B HAa4aJIe.

A npuoy, ecnu 3axonuy nopanvwe. — | will come if | finish my work early.
Ecnu s 3akonuy nopanvuie, st npudy. — If | finish my work early, I will come.

Zero Conditional — yc/ioBHBIE npeai0KeHNs HYJIEBOT'0 THIIA

DTOT TUII MOKA3BIBAET YCIOBUE, KOTOPOE BCEria OyaeT NpaBaoi: Hay4Hble (haKThl,
3aKOHBI [TPUPO/IbI, OOIIETIPUHSTHIC MK OUEBUIHBIC YTBEpxkAeHHS. OOBIYHO
npenoxenus ¢ Zero Conditional mepeBoAsATCSI HACTOSAIIIMM BPEMEHEM, TOCKOJIbKY
OHH Bcer/ia sBJstoTCs npaBaoi. Zero Conditional oopasyetcst mo cieayromei
cxeme:

Ycnosue Pesynbrar

If + Present Simple, Present Simple

If you cut your finger with a knife, it hurts. — Eciu nopezams naney noscom,
OH bonum.
Snow melts if the temperature rises above zero. — Cnez maem,
eciu memnepamypa nOOHUMAEmcs 8bluie HYJis.
Zero Conditional Tak»e HCITOIB3YETCS IS TOTO, YTOOBI 1aTh yKa3aHUs WIN
MHCTPYKIUHU. B 3TOM citydae B pe3ynbTaTe OyJeT UCTIONIb30BATHCS HOBEIUTEIbHOEC
HakjIoHeHue, a He Present Simple.

Ycnosue Pesynbrar

If + Present Simple, Imperative mood

If you don 't want to be late, hurry up. — Ecau ne
Xoueutb 0no30amv, NOMOPANIUBALICAL.
Take a nap if you feel tired. — Bzopemnu, eciu mot ycman.

First Conditional — ycioBHBIE npesi0KeHHsT TIEPBOT0 THIIA

VY c10BHOE NPEANIOKEHUE IEPBOTO THIIA HA3BIBAIOT €IIE «PEATIbHBIM» YCIOBHBIM,
B€Jlb OHO MTOKAa3bIBAET JEHCTBUE, KOTOPOE C OOJIBIION BEPOSTHOCTHIO CIYUHUTCH,
€CJIY BBINOJIHUTG yCI0BUE. Takue npeaioKeHrsl OMUChIBAIOT CUTYAIMIO, KOTOpas
MPOU30HIET B OyAyIlleM BPEMEHHU.

ITpu mocTpoeHHM OTOOHBIX MPEITIOKEHUH B PYCCKOM SI3bIKE MBI HCIIOJIB3yEM B
YCIIOBUH U B pe3yibTare Oyaylnee BpeMs, HO B aHIJIMHCKOM TOJIBKO B pe3yJIbTaTe
OyneT Oyaylee BpeMs, a B YCIOBUM — HACTOSIIICE.


http://engblog.ru/imperative-mood
http://engblog.ru/imperative-mood

YcnoBue Pesynbrar

If + Present Simple, Future Simple

You will find a good job if you study well. — Ter natidews xopowyro pabomy, ecau
6yOeulb Xopouo y4umscsi.
If the weather is good, we’ll walk our dogs in the park. —

Ecnu nocooa 6yoem xopowieti, mol notioem 8vicyiusams coOax 8 naprxe.
Taxske First Conditional wacto ucnomnp3yercs, €Ciu Mbl XOTHM MPEYPEIUTh HITH
MpeaocTeEPEeyYb OT YEro-auoo.

You will get into trouble if you continue to hang out with her. — Ter nonadewsw 6
HeNnpusmHOCMuU, eCiu NPOOOINCULULOOUWANBCA C Hell.
If you drink much coffee, you won 't sleep at night. — Eciu mer 6yoews nume mnozo
Koghe, mo He OyOeulb CNAmMbHOYbIO.

Second Conditional — yciioBHBIe mpeasioKeHNs] BTOPOT0 THIIA

OTOT TUIl YCIOBHBIX MPEI0KEHUI HA3bIBAETCS «HEPEATBHBIM HacTOSAUMY». OH
MIOKa3bIBAET MAJIOBEPOATHYIO WIIK BOOOPaKAEMYIO CUTYaLUIO, KOTOPasi OTHOCUTCS
K HacTosimieMy win OyaymeMy BpemeHu. Takas cuTyaiusi OObIYHO He
COOTBETCTBYET (paKTaM B HACTOSIIEM. TO €CTh IIaHC TOrO, YTO 3TO JEUCTBUE
IIPOU3OMET, HEBEIUK, HO HE UCKIIIOUEH COBCEM.

YcnoBue Pesynbrar

If + Past Simple, would + raarou 6e3 to

If 1 were a billionaire, | would buy an island. — Eciu 6wt s 611 muniuapoepom,
5 ObL KYnui ocmpoa.
If I lived in the countryside, |1 would walk in the forest every day. — Eciu
Obl 51 JHCUTL 3 20POOOM, 51 ObL 2V 8 1eCy KAAHCOblUL OeHb.

Ha stom o6s3aun0ocTr Second Conditional e 3akanunBarorcs. Eme Mol
UCIIOJIB3YEeM 3TOT THII TPEIIOKCHHIA JUIS TOTO, YTOOBI JaTh COBET.

| would never do this if | were you. — 4 6s1 nuxozoa smoeo ne coenan, eciu 6wl

OvLT MOOOI.
If I were in a tricky situation, | would take this opportunity. — Eciu 6wt s nonan 6
CILOJNACHYIO CUMYAyuto, 51 Obl BOCNOIL30BAICS YMOU B03MONCHOCMBIO.

OOpaTtuTe BHIMaHUE Ha OJJHY OCOOCHHOCTh, CBSI3aHHYIO ¢ rirarojiom to be. B
YCIIOBHBIX MPEIOKESHUSX UCIIOTB3yeTCs 0Ha (popma Were i e IMHCTBEHHOTO U
MHO>KeCTBEeHHOTO yrciia. \WWas — 3To pa3roBOpHBINA BapHAHT, OH YaCTO BCTPEUYACTCS
B OBCEHEBHOU pEYH.



If I were in your shoes, | would make up with her and start speaking again.
= If I was in your shoes, | would make up with her and start speaking again. —
Ecnu 6b1 51 611 moboii, 51 661 nNOMUPUIICA C Hell U HAYAl CHOBA PA3208APUBAMb.

Third Conditional — ycsioBHBIE MpeaI0KeHUsI TPETHEro THIIA

TpeTui TUI Ha3bIBACTCS «HEPEAIBHBIM IIPOLUIBIMY. BCIO €ro CyTh MOYKHO
BBIPA3UTh OJHOM (Ppa3oii: coxkaneHnue o npouuioM. Korna-To B mpomuioM 4To-To
IIPOU30IIIIO, MBI 00 3TOM COXKaJIEEM, HO U3MEHUTH COOBITHE YK€ HE MOXKEM (eciy,
KOHEYHO, HE U300peTyT MalllMHY BPEMEHHU). DTO €IMHCTBEHHBIN TUI YCIOBHBIX
IIPEJI0KEHNUN, KOTOPBIM OTHOCUTCS K IPOLIEAIIEMY BPEMEHHU.

YcnoBue Pesynprar

If + Past Perfect, would have + past participle

If | hadn’t missed the bus, | wouldn’t have been late for work. — Eciu 61 5 ne
ono3oan Ha asmoobyc, s 6bl He 0NO30AIHA pabomy).
If he had been more diligent, he would have been promoted long time ago. — Eciu
Obl OH ObLL boJIee omeemcmeenHblll, e20 Obl OU6HO NOBLICUTIU.

Taxoke Third Conditional ucrons3yeTcsi, Koraa Mbl KPUTHKYEM KaKHe-TO
JEHCTBHS, KOTOPBIC TPOU3OILIN B TIPOIIJIOM B KOTOPBIE MBI HE MOJKEM yiKe
U3MEHUTD.

If you had listened carefully, you wouldn 't have made so many mistakes. — Eciu

OBl Mbl BHUMAMENLHO CIYUATL, MblObL He 00NYCMUTL MAK MHO20 OUWUOOK.
If you hadn ’t left your car open, it wouldn 't have been stolen. — Eciu 661 mot ne
0CMABUL MAWUHY OMKPLIMOLL, ee Dbl He YKPAU.

Third Conditional moka3ssiBaeT He TOJIBKO HETATHBHOE MPOIILTOE. MBI TaKKe
UCTIOJB3YEM €ro, KOT/Ia XOTHM COOOIINTH O XOPOIIUX COOBITUSAX, KOTOPBIC
MPOU3OIILIH B MPOIUIOM U TIOJIOKUTEIIBHO TIOBJIHSUIA Ha HAllle HACTOsIIIEe.

He wouldn 't have made this discovery if he hadn’t done precise calculations. —
On He cogepuiun O6bl 5mMo OMKpbiMue,eciu Obl He COelal 04eHb MoUHble PACcyenmbl.
If | hadn 't taken the wrong way, | wouldn 't have met you. — Eciu 6vl 51 ne
nouiesl N0 HenpasUIbHOU 0opoze, s Obl He ecmpemunl meosi.

Exercises.
1. Underline the correct form to make conditional sentences.

1. If Rita opens /will open a boutique in the High Street, she’ll make lots of
money.



2. If the economy doesn’t improve, lots of businesses will close / would close
down.

3. This burglar alarm is so sensitive: it goes off if a mouse runs / will run
across the floor.

4. George may go to prison unless he won’t pay / pays his taxes.

The company was / would be more successful if it spent more money on

advertising.

If the employees of a company are/were happy, they work harder.

We might sell our business if it makes / would make another loss this year.

It looks like Molly’ll be okay, unless something new will happen / happens.

Unless Shelly had read him wrong, Jack would find /would have found her

unorthodox approach irresistible.

10.Mat would not trust/ didn’t trust that unless he had to.

o
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2. Open the brackets to form conditionals. Mind mixed conditionals!

1. If Felix (to be) here | would have seen him.

2. Michael would not agree even if you (to ask) him.

3. If they (mention) this yesterday, everything would have been
done.

4. If I (to find) that letter, I’ll show it to you.

5. If I meet him, | (to invite) him.

6. Would they come if we (to invite) them?

7. The boss (be) very disappointed if you aren’t at the meeting
tomorrow.

8. The teacher said, “I’ll begin the lesson as soon as Jack
(stop) talking.”

9. The old gentleman doesn’t go out in winter. He (go) out if

the weather gets warmer.
10.She’s flying to Cairo tomorrow. She’ll send her family a telegram providing

she (arrive) with a delay.
11.1f the plane had left on time, they (be) in Minsk now.
12.1f they hadn’t walked 40 km, they (not / be) exhausted now.
13.What would have become of us, if | (come) to you then!
14.He would have been scrupulous — if he (can) !
15.What is the answer if you (add) 17 to 757

3. Make conditional sentences.

1. Molly (be) a splendid woman, if only she didn't talk so much!



2. The evening will be fine, if only we (not have) a storm.

3. You might be of interest to me, if only | (have) time to waste on
you.

4. If you (leave) at two, you will be there before dark.

5. When he isdrowning, a man (clutch) at any straw.

6. If only Greg (can) get some favourable shock, that's what would do
it!

7. You (can) do it if you try

8. You (can) do it if you tried.

9. You (can) it if you had tried.

10.We (go) If it does not rain.

11.Fred (come) if he has time.

12.1f you (take) a taxi, you'll be in time.

13.1f Mark (have) enough money, he will go to the university.

14.They won't unless you (ask) them to come

15.What remains if you (subtract) 5 from 107?

16.1f you (buy) a packet of cigarettes costing 3% and matches costing
23, and gave the shopkeeper 10$ note, how much change ought you to
receive?

4. Supply the correct verb forms in these conditional sentences. Decide, which
type of conditionals are these sentences.

1. If you (to heat) iron, it (to start) to get red hot
and then white hot.

2. If Molly and Paul (be not) misinformed about the train times, they
(not be) late.

3. If loannis (stay) longer at the party, he (have) a good
time

4. If the government (lose) the next election, the Prime Minister
(resign) from politics.

5. If we (not go) to your friend's party, | never (meet)
Alan.

6. If train fares (be) cheaper, more people (use) them.

7. If Molly (get) that job she's applied for, she will be delighted.

8. It (be) a disaster if it the explosion had happened in the middle of
the day.

9. If the talks (be broken) down again, there (be) a war

between the two countries



10.1f Ali (know) anything about mechanics at that time, I'm sure she
(help) __ us.

11.He (have) a bad accident last Friday if he (not /
drive) more carefully.

5. Translate the conditional sentences into English:

1. Jxarrep npurpo3ui YUTU B OTCTaBKY, €CIIU MPABUTEIIHCTBO MOTEPIUT
MOPAKECHUE

2. Ecnu Obl B KOMITAHUU COTJIACUITUCH, MBI MOTJIH OBl JOCTHYh OBICTPOTO
nmporpecca.

3. Kommanus BepHET JeHbIY, €CU B IIepeyMacTe.

4. BeicTaBKa, BO3MOXHO, 3aKpbLIach Obl, €CJIM Obl OHU HE HAIIUTH HOBBIX
CIIOHCOPOB.

5. S GBI OTKa3aJICsl COTPYAHUYATH, €CJIM OBI sl OBLT B BallleM MOJIOKCHUHU

6. Tloxamyiicta, cooOuTe Bpauyy HEMEJIEHHO, €CJIU OHA TTOKaXKeT MPU3HAKU
YIIYUIICHUS.

7. Mo u Cayiny moHsIu ObI CBOIO OIIMOKY, €CJTH OBl TOJIBKO OCTAJIUCH JI0
KOHIIA.

8. Mosere cuuTath, UYTO MbI COTJIACHBI, €CJTM HE TIOJIYYUTE OT HAC HOBOCTEH 10
BOCKPECCHBS.

9. Ecnu BBl BBITIBETE CIMIIIKOM MHOTO KO, BBl HE CMOXKETE YCHYTh.

10.Ecau 651 J>kek puBe3 KapTy, Mbl Obl HE 3201y TUIIHCH.

11.Ecnu 651 JI>koH 3HAII 0 BCTpede, TO Mpuexall Obl

12.Ecnu BB cTONIKHETECH C [1aBIOM, CKakKHTE €My, UTO 51 XOUYy €T0 BUJICTh.

IIpakTHyeckoe 3ansiTue 16.
Tema 16. IIpogaxku rocTHHHYHBIX YCJIYT.
1. CiyxObl OTETSl U AOTIOTHUTENBHO MPEIOCTABISIEMBIC YCIYTH.
2. OcoOeHHOCTH TTPOJIaYKU TOCTUHUIHBIX YCIIYT.

eab paboThbI:

1. [TornMaTh CYIIHOCTH M COLMATBHYIO 3HAYUMOCTh CBOEH Oyaymiei mpodeccun,
MIPOSIBJISITH K HEW YCTOWYMBBIN UHTEPEC.

2. ®opMupoBaHNE KOMMYHUKATUBHBIX KOMIIETEHIIMH, OBJIAJICHUE JIEKCUKOW W
SI3bIKOBBIMU KJIMIIE T10 TEME.
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General services:

24-hour hall-porters
- 24-hour room service

a staff to guest room of 2:1

baby cots

bar

car hire 4

chauffeur driven car service
complimentary shoe cleaning

currency exchange.
doctor on calt
guest laundry service
interconnecting rooms
luggage unpacking and packing
minimum twice daily maid service
multi-lingual staff
non-smoking rooms
restaurant -
three lifts .
valet parking
valet service

Beauty and fitness:
fitness centre ' '

gentlemen’s barber

ladies” hair salon

Business and technology:
Business trolley with printer, scanner, word processor, fac-
simile machine and manual typewriter available

facsimile point in every room

ISDN, direct dial and voicemail

USA and UK modem points

| In-room facilities and services

bulgari toiletries, bathrobes sllppers and haxr dryers in
every room

in-room safe.

newspaper twice daily

safety deposit boxes available

security staff on duty 24-hour



Special terms.

Full board or enpension — 1t is a room and ail meals included.

Half-board or demi-pension — includes the room plus breakfast
and one other meal (lunch or dinner). - |

Bed and breakfast (B&B) or continental plan — it is the rate that--
includes.the room and breakfast (the breakfast itself may be
“English” or “continental”).

European plan — it is the rate for a room alone w1th no meals
included at all.



SPECIAL SERVICES AND HOTEL FACILITIES

Nowadays large, modern hotels contain not only guest
rooms, but many other facilities as well. They usually contain
restaurants and cocktail lounges, shops and recreational facili-
ties for social functions, conventions and conferences — ball-
rooms, auditoriums, meeting rooms of different 51zes exhibit
areas and so forth.

Not so long ago, convention facilities were ordinarily found
only in large cities or in intensively developed resort areas like
Miami Beach. Nowadays they are more often included in re-
sort hotels so that the people who attend conventlons there can
combine business with pleasure.

Another trend in the hotel industry is the constructlon of the
self-contained resort complex. Recreational facilities are another
feature of many hotels and motels. A swimming pool is the most
common of these, particularly in warmer climates and in resort
areas. A swimming pool in front of the building is a form of
advertisement for motel in places such as Florida, California,
Egypt, Turkey and other resorts. Other recreational facilities in-
clude tennis courts and golf courses at resort hotels. Many re-
sorts are designed for winter sports such as skiing and ice skat-
ing; others provide horseback riding and other outdoor activities.

Casinos, wherever they are legal, are another feature of some
hotels. In Las Vegas, Nevada, the hotels feed, house and enter-
tain guests, but the real profits come from the casinos. In Puer-
to Rico and other places, gambling usually acts as an addition-
al, rather than principal, attraction for hotels.

A few hotels, most of them in resort areas or large cities, in-
clude mghtclubs as a part of their operation. Sometlmes the
nightclub is rented out to a concessionaire, but in other hotels
it is the responsibility of the food and beverage department or
of a special staff. A nightclub offers entertainment; such as-danc-
ing, a singer, a band, or a floor show, in addition to food and
drink. The engagement of a well-known entertainer obviously
gives the hotel an excellent promotional opportunity. The ho-



tels in the gambling resort of Las Vegas, Nevada, for example,
publicize not only the entertainers in their nightclubs, but also
the huge salaries that they receive, perhaps on the theory that
the higher the fee, the better the entertainer.

All of these recreational facilities req'uire the employment of
additional personnel. Necessary swimming-pool maintenance
is often contracted out. Golf courses must be carefully tended
by a special staff of groundskeepers. Horses require stables and
grooming. Many resort hotels hire professional athletes to give:
lessons to the guests in tennis, golf and skiing. Other employ-
ees include riding instructors and guides for hikers and camp-
ers. Lifeguards are often necessary at swimming pools and
beaches.

Catering, providing food and drink for transients, has always
gone together with accommodations. Food services are-a fea-
ture of hotels. The typical modern “packaged hotel” includes a
restaurant, a coffee shop for quicker and less expensive meals,
and a bar or cocktail lounge. Many larger hotels have several res-
taurants, often featuring different kinds of foods, as well as dlf—
ferent prices, Hotels also normally provide “room service”
food and drink that are brought to the guest’s room. In addi-
tion, catering service provided in the hotel’s recreational areas.
The poolside bar and snack bar, for quick food, are normal parts
of the service at a resort hotel. So, restaurants, bars and night-
clubs outside the hotels are a standard feature of the resort scene.
They provide not only catering, but also some kind of entertain-
ment for the tourist who is bored with the limits of hotel life.

Large urban hotels also provide special services for business-
men. A commercial hotel, for example, can provide a stenog-
rapher to take dictation and do typing for the travelling busi-
nessman. Some luxury hotels also give the guests access to
copying, internet, modem points, facsimile machines, comput-
ers with printer, scanner, word processor and other machines.
Many large hotels also have a notary public on the staff to ver-
ify the signatures on documents.

The list of special services offered by hotels is long. These
services differ according to the location and the clientele of the
hotel; luxury hotels offer the greatest range of services. This is,
in fact, what makes them luxury hotels.



Comprehension questions:

1.
2-

9.

10.
Il

12.

What are some of the different varieties of accommoda-

tions that are available to travellers nowa‘d'ay's"

What facilities are usually avallable in Iarge modem ho-

tels?
. What is a “self-contained resort complex”‘? G1ve exam-
ples.

What is the relationship between hotels and gamblmg in
some places?

. Give examples of a resort development that mcludes
~many different kinds of accommodations.
. What catering services are available in different ktnds of

hotels?

. What business facr]mes can btg hotel prov1de‘7
. How and why are hotel nlghtclubs operated'? What do

nightclubs offer? .

What promotional opportumtles does a nzghtclub glve to:
the hotel?

What are some of the personal services offered by hoteIs"
What are some of the services hotels. offer for travelhng
businessmen?

What kind of hotel offers the greatest range of spec:Ial ser-

-vices?

1. Phonetic Drill. Transcribe and pronounce correctly:
Recreational, particularly, advertisement, horseback riding,
81gnature cocktall lounge, exhlbit 1solated casmo restaurant

2. Find English equxvalenté in the text and use them in
the sentences of your own: --

(1) ycnoena st otabixa (2) BBICT&BO‘IHBIH KomnneKe
(3) ycnoBus 1 060pyIOBaHUE /UIS NPOBERCHUST KOHbepeHLUi
(4) 6bICTPO pa3BUBAIOILIMIACH KypopT' (5) coyerars Aena v oOr-
AbIx (6) nHanpasieHue (7) peajibHbit noxoxn (8) nuranue (9) 06-
cnyxupanue B Homepe (10) 3axoHHbIi 6u3Hec (11) kaTanue Ha
nomansax (12) orasx Ha cBexeM Bosnyxe (13) pasaekarhb ro-
cteit (14) ckopee NONMONHUTENALHBIN, YeM OCHOBHOH HOXO



(15) Bonee GoicTpas ¥ aeuieBad ega {16) saxycounas (17):6ap,
pacnomx(eﬁﬁmﬁ y 6acceitHa (18) crietuanbHble YCIYTH U1 Be-
OB Jrioneit (19) nocryn B Nurepher (20) norapuyc (21) (baK-
CUMHABHBINA a.rfriapa'r (22) 3388951’}‘}; nammca

| 3. Give the denvatwes to the follnwmg wnrds,

(1) modern (2) to exhibit (3) industry (4) to provnde (5) to
entertain (6) additional (7) service (8) to mclude (9) catcrmg:
(10) luxury

4. Learn synanyms to the followmg werdS'

- 1o accommodate (v) - 1) to make room, lodging — to bodrd,
"' . contain, entertain, furnish, house, shelter, take in, wel-'
- come; 2) to perform service — to afford, aid, assist, ben-
efit, comfort, indulge, pamper, please, provide, supply.
- Luxurious (adj) — affluent, induigent, deluxe, extravagant,
-+ fancy, grandiose, gratify, lush, magnificent, gratifying, im-
moderate, lavish, majestic, pretentious, rich, splendid. .
‘Recreation (n) — (sports, games, special interest) — amuse-
' ‘. ment, avocation, disport, enjoyment, ease, diversion; en-
tertainment, festivity, jollity, pastime, playtlmc refresh-
ment, relaxation, repose, vacation. |

5. 'Match the words on the left with their defmltlons on
the right:

1. resort a. to risk (m-oney, property) on the result of
the uncertain such as a card game, a horse
race etc. |

2. to cater b. a place where people regularly go for hol-

) idays

3. to gamble c¢. a place where people-play cards or other
games for money
4. casino ~ d. to provide and serve food and drink at a
R public or private party
5. convention e. a group of people gathered together with
- a shared purpose

6. Explain the meaning of the following terms:
— Full board or enpension,



— Half-board or demi-pension,

— Bed and breakfast (B&B) or continental plan,
— European plan, '
— Fitness centre,

— Business troley,

— Security staff.

7. Give the detailed retelling of the text.
8. Learn the following abbreviations:

CREDIT CARD codes:

AE — American Express
AC - Access

BC — Barclaycard

CB — Carte Blanche

DC - Diners Club

DS — Discover

EC — Eurocard

ER — En Route |

JC — JCB International
MC — Mastercard
VS — Visa

MEAL PLAN codes
EP — European plan: no meals

CP — Continental Plan: continental breakfast only or as

indicated

MAP — Modified American plan: American breakfast and

dinner

DP — Demi-Pension: Continental breakfast and either ta-

ble d’hote lunch or dmner |

AP — American Plan: American breakfast, lunch and dm-

ner

FP — Full Pension: 'Co-ntl_n'ental breakfast, table d’hote,

lunch and dinner
Other abbreviations:

PRPN - Per room per night
PPPN — Per person per night
BB: — Buffet Breakfast



Features of selling hotel services

The nature of hotel services is very different from the services sold by other
institutions. In this article we propose to focus on some features of hotel business
management.

The first thing to note is the non-simultaneous production and consumption
process. Due to the fact that not all hotel services require the presence of the client.
So, clean and prepare the room is not there and not when it is sold. After all, the
direct settlement of the client occurs in the reception area and then only when the
room is completely ready.

Non-simultaneity is also characteristic of food services in the hotel: they prepare
meals in the kitchen, and do this before serving them in the hall. In the first part of
the process, the client's presence is not necessary, but the second part depends
entirely on it. Such a division of processes in the hotel is a must.

The next feature is the limited storage capacity. The bottom line is that prepared
hotel services can not wait for a long time to sell. If the number could not be sold
within 24 hours, the next day it can not be fixed. A similar situation with the
services of the kitchen. Even under the condition of storing the products
themselves, the service remains unsold, which can not be corrected either.

Differ hotel services and the urgent nature of their provision. Any problems arising
in the field of customer service should be addressed immediately. This criterion,
along with the location of the hotel, largely determines the choice of the client of a
particular hotel. The provision of certain types of services can be measured in
seconds.

The production process of hotels invariably involves staff. In this sense, the hotel
business is seriously different from the industry, in which a large number of
operations are performed automatically. Replace people with cars in the service of
hotels is not possible. Hence the heterogeneity and inconstancy in the provision of
services, connected with the human factor. To maximize the standardization of the
process of production of services in many hotels, a set of mandatory rules for
customer service is introduced, designed to guarantee the established level of
quality of all operations performed. Most often, this is the following set of criteria:
1. A certain time limit for answering a phone call (15, 20, 30 seconds).

2. A certain time limit for registration in the placement service. Whichever number
of visitors the hotel does not fill, they should not stand in line longer than the
scheduled time.

3. A certain time limit for the provision of a specific service. So, luggage should be
delivered to the visitor's number not later than three minutes after settling, cleaning
of things is carried out during the day, etc.

4. The uniform of the personnel should be kept in perfect condition.

5. Hotel staff are required to know foreign languages and stuff.

For hotel services is characterized by seasonal demand. In the hotel services
market, things are so that the number of customers can fluctuate depending on the
time of year (most tourists rest in the summer months), and even the days of the



week (business tourists are accommodated in the hotel on weekdays). These
factors significantly affect the level of congestion of the hotel.

The type of hotel services is largely determined by the goals of travelers. People
come to a certain city not for the sake of visiting the hotel, but in completely
unrelated to the hotel purposes: the opportunity to have fun, relax, do business,
take medicinal baths, etc. The first thing a person thinks about when going on
vacation is a place (country, city) where he will hold it. The choice of the
accommodation facility is made after the tourist has decided on the type of rest.
Thus, the sale of hotel services - the sphere is quite specific. In order for the hotel
business to be successful, it is necessary to take into account many of its
characteristic nuances.
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MznarensctBO FOpaiit, 2017. — 336 ¢. — (IIpodeccuonanpHoe obpazoBanne). — ISBN 978-5-
534-04589-5. https://www.biblio-online.ru/viewer/12 AC7584-3AAC-48DC-A720-
4CA49A6FD829%page/1

JlonoJIHUTeIbHAS JINTEpaTypa:

1. Ky3nenosa, T. C. AHrnuiickuil s3bIK. YcTHast pedb. [Ipaktuky™m : yue6HOe mocobue amis
CIIO / T. C. KysuenoBa. — 2-¢ m3a. — Caparos, ExarepunOypr : IIpodobpazoBanue,
VYpansckuii enepanpubiii yausepcuret, 2019. — 267 ¢. — ISBN 978-5-4488-0457-1, 978-5-
7996-2846-8. — TekcT : anekTpoHHbIN // DnekTpoHHO-O0nOIMoTeynas cucrema IPR BOOKS :
[caiiT]. — URL: http://www.iprbookshop.ru/87787.html (mata oOpamenus: 10.01.2020). —
Pexxum noctyna: Ui aBTOpU3Up. NOJb30BaTenen

2. benseBa, . B. NHocTpanHblil s3bIK B cdepe npodeccHoHanbHOM KOMMYHHUKALUU :
yuebHoe mocobue mis CIIO / U. B. bensesa, E. FO. Hectepenko, T. M. Coporuna ; mon
penakuueit E. I'. CoGoneBoil. — 2-e u3n. — Caparos, ExarepunOypr : IIpodobpasoBanue,
VYpanbckuii enepanbublii yausepcuret, 2019. — 131 ¢. — ISBN 978-5-4488-0409-0, 978-5-
7996-2848-2. — TekcT : 3neKTpOoHHbIN // DnexkTpoHHO-0MOaMoTeuHas cucrema IPR BOOKS :
[caiiT]. — URL: http://www.iprbookshop.ru/87805.html (mata oOpamenus: 10.01.2020). —
Pexxum noctyna: uis aBTOpU3Up. NOJIb30BaTeNen



3. PanranoBa M.H. English for service and tourism industry - AHriuiickuii s3bIK B cdepe
oOcyXKMBaHUS M Typu3Ma [ DIeKTpOHHBIN pecypc] : yaeOHoe mocobue / M.H. Panranosa, K.I'.
Yananga. — DIEKTpOH. TeKCTOBbIe naHHbIE. — OpeHOypr: OpeHOyprckuii Tocy1apcTBeHHBIH
yauBepcurer, ObC ACB, 2016. — 119 c¢. — 978-5-7410-1520-9. — Pexum pocryma:
http://www.iprbookshop.ru/69881.html

4. Opra"uzanys OpojaX TOCTUHUYHOTO NpOAyKTa [DNeKTpoHHBIH pecypc]| : ydeOHOe
nocobue s CIIO / JI.B. CemenoBa [u np.]. — DIEKTpOH. TeKCTOBbIC AaHHbIe. — Caparos:
[IpodobpazoBanue, Aii ITu Ip Menua, 2019. — 86 ¢. — 978-5-4486-0600-7, 978-5-4488-0233-
1. — Pexxum nocrtyma: http://www.iprbookshop.ru/44183.html

HNHTepHeT-pecypceb:

1. Wikipedia, Google, flunexc - nHbOpMAIMOHHBII TOpTAI

2. www.english.language.ru — caliT U1 N3y4arOmUX aHTJIMHCKUH S3BIK

3. www.macmillan.ru - xaranor y4eOHBIX MOCOOMWII, cllOBapeld W MYJIbTHMEIMHHON
MPOAYKLIUHN JUISl U3YYAFOIINX AHTJIUHACKHUM SI3bIK

4. www.enhOme.ru - u3y4eHue aHrIIMHCKOTO SI3bIKa CAMOCTOSTEITLHO

5. Www.Study.ru - mopTan u3y4eHUs] HHOCTPAHHBIX S3BIKOB
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