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PREFACE

“Hotel Business” is a practical “English for Specific Purposes” course
intended for university students of Tourist Industry who are striving for developing
their language skills to B2 level. It is also designed for tourism industry
professionals who need English for their job and wish to increase their professional
competence via English and develop their speaking skills in tourism business.

“Hotel Business” fully corresponds to the requirements of the syllabus for
university students of the 2" year of study at National University of Physical
Education and Sports of Ukraine.

In terms of the content “Hotel Business” is a self-contained course covering
basic concepts of hotel business.

In terms of the language teaching, the course aims at developing the skills of
reading, writing and speaking as well as consolidating the students’ grammar,
lexical and phonetic competences. This is achieved through a wide range of
authentic texts with a complex of exercises, stimulating and challenging activities.
Proper attention is devoted to translating and interpreting skills which make up an
essential part of the work of those working in hotel industry.

The choice of materials for reading and translating is focused on the
developing strategies for understanding and adapting these skills to different
motivating speech situations and, moreover, real-life situations.

Communicative type of the tasks give the learners an ample opportunity for
personal expression in the form of pair work, group discussions, surveys and
projects.

The course consists of Classroom and Self-Study Activities, Lexical
Minimum List, Irregular Verbs List, Recommended Literature List.

Classroom Activities Section contains 4 Units with the strict logical
structure:

- Lead-in (which is aimed at brainstorming to encourage students for
discussion of the introduced topic);

- Reading and Speaking (the target of which is to develop students’ skills for
skimming reading and improving speaking skills);

- Vocabulary Practice (which helps students remember topical vocabulary
through doing a variety of exercises for matching, multiple choice, solving
puzzles and crosswords, etc.);

- Language Development (the purpose of which is to master scanning
reading skills and with a help of a wide range of exercises to develop



students’ professional vocabulary, including translation from English into

Ukrainian and from Ukrainian into English);

- Writing (due to practical tasks that reinforce the teaching points in the unit
this part helps develop students’ professional writing skills);

- Speaking Skills (this part is aimed at practicing speaking skills through
training separate statements from the substitution tables, translating topical
vocabulary given in Ukrainian in the dialogues, reading in pairs, making
similar dialogues by analogy);

- Talking Points (with tasks involving problem-solving activities, role-plays,
surveys and projects, information-sharing activities that encourage real
communication).

The focus in Self-Study Activities Section is on making each unit more
informative and applicable for students’ self-study at home. Self-Study Activities
Section also contains 4 Units which thematically correspond to those in the
Classroom Activities Section. They include various practical tasks from simple to
more advanced which help students deepen their professional language
competence and creative thinking ability. On the whole, this section sums up the
learning process of each theme and may be followed by individual presentations in
the classroom.

Some illustrations, puzzles and crosswords in the course diversify the
suggested activities and make the learning process more attractive and productive.



CLASS-ROOM ACTIVITIES

UNIT 1
READING VOCABULARY SPEAKING WRITING
- Types of - Words related to types Telephone calls | - Filling in the table with

Accommodation

- Accommodations
Industry -

- Important thing for
customers in hotels

- Choosing the best
accommodation for the
customer

- Dialogues

of accommodations

- Adjectives describing
hotels, motels, etc:

- Size

Facilities

- Staff

Location

Service

Expressing opinions
Giving definitions
Discussing requirements
Describing hotels
Recommending the hotels
Informing of the survey
results

Presenting own
advertisement of the hotel

the information

- Mediation

- Describing hotels

- Writing an
advertisement of the
hotel

Lead-in

ACCOMMODATION

- What is accommodation, in your opinion?
- What kinds of accommodation do you know?

(Note: accommaodation — British English;

accommodations — American English)

Reading

TEXT1

Exercise 1. Look through the active vocabulary before reading the text and
try to memorize it. Then read the text and write out in the vocabulary the
unknown words and word combinations.

Active Vocabulary

serviced accommodation

self-catering accommodation

to be responsible for smth

to appeal to smb
rented

MICLIE PO3MIILEHHS 13 00CIYyTrOBYBAHHIM

Ta Xap4yBaHHAM

MicCIIe pO3MIIIEHHs 0€3 00CTyroByBaHHS

1 XapuyBaHHS

OyTH BiJIMOBIIAJILHUM 32 IOCh

pUBaOIIOBATH

TOU, IO 3/1A€THCA B OPEHIY




timesharing system cuctema "taiimimrep"

to supervise the work KOHTPOJIIOBATH POOOTY

front-of-house staff IIEPCOHAJI, IO MPaIioe 0e3MoCcePeIHBO 3
TOCTSIMU TOTEITIO

Types of Accommodation

Accommaodation can be described as either serviced accommodation or self-
catering accommaodation, the difference being whether or not meals are included
with the accommodation and whether or not housekeeping is included.
Housekeeping means that guests’ rooms are cleaned, beds made, and towels
changed, for example. Accommodation which provides meals and housekeeping is
known as serviced accommodation. The examples of serviced accommodations
are, of course, hotels, motels, guest houses, European pensions, B&B houses, etc.
The meals supplied by serviced accommodation can range from simply breakfast
only to breakfast plus two main meals per day. Breakfast plus one main meal
(lunch or dinner) is known as half-board, and breakfast plus two main meals is
known as full-board. Without any meals or housekeeping, accommodation is
known as self-catering, or unserviced. In self-catering accommodation, guests are
responsible for getting their own meals, either by making them themselves or by
going out to eat.

Tourists who choose self-catering forms of accommodation have to work a
little harder than those in serviced accommodation. They usually have to do their
own housekeeping — keeping the place clean and tidy — and have to either cook and
wash up for themselves or go out to eat in local restaurants and cafés.

This type of accommodation can often be less expensive than serviced
accommodation because less is provided in the way of services. It therefore
appeals to tourists who are prepared to be a little more independent in order to have
more control over their holiday finances as well as over what they eat — and when.

There are as many types of self-catering accommodation as there are of
serviced accommodation: rented accommodation, timesharing, holiday centres and
holiday parks, camping and caravanning.

One more difference between serviced and self-catering accommodation is
that in serviced accommodation tourists (the guests) come into direct contact with
the staff of the establishment, who provide them with the services they need
mainly meals, and housekeeping.

There are many jobs to be carried out by the staff in serviced
accommodation. Some are behind the scenes: in a large hotel there may be catering
staff preparing meals in the kitchen, accounts looking after the hotel’s finances,
laundry staff, maintenance staff responsible for the upkeep of the building,
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personnel staff to recruit and look after the hotel’s employees, computing staff,
sales and marketing staff responsible for attracting customers to the hotel, and a
whole team of managers to supervise the work of all members of staff. All of these
people have an important job to do to keep the hotel running smoothly.

Yet, equally important, are the employees who have direct contact with the

guests visiting the hotel. They are often called front-of-house staff, because they
have face-to-face dealings with guests.

Exercise 2. According to the text choose the correct item.

1.

Accommodation can be described as either serviced or self-catering the
difference being ... .
A whether or not meals are included with the accommodation

B If meals and housekeeping are included or not
C whether housekeeping is included or not
D If room service is included or not

What are guests responsible for in self-catering accommodation ... .

A doing their own housekeeping

B cooking meals for themselves

C washing up for themselves

D getting their own meals and keeping the place clean and tidy
Self-catering accommodation is often less expensive than the serviced one
because ... .

A it provides cheap rooms

B it doesn’t provide meals
C it provides less services
D it provides cheap facilities

What hotel employees don’t work with the customers face-to-face?

A account, maintenance and laundry staff

B catering, computing, sales and marketing staff

C a team of managers

D catering staff, accounts, laundry, maintenance, personnel,

computing, sales and marketing and a whole team of managers

The employees who work directly with the guests visiting the hotel are
called ...

A reception staff

B administration managers

C front-of-house staff

D personnel



Exercise 3. Find in the text answers to these questions.

1. What are 2 types of accommodation and what is the difference between
them?

2. What are the meals supplied by serviced accommodation?

3. Why do tourists who choose self-catering accommodation have to work a
little harder?

4. Why does self-catering accommodation appeal to tourists?

5. What is another difference between serviced and self-catering
accommodation?

6. Who carries out the job in serviced accommodation behind the scene?

7. How are the employees who work with hotel guests face-to-face called?

Exercise 4. Read the guests’ comments and choose the best accommodation to
them (serviced or unserviced). What hotels would they like to stay at? Give
some details.

1
| need a place where | can meet my clients because I don’t want to go to far

from the hotel. | need a stylish hotel with a first-class restaurant and first-class
facilities. Swimming pool? No, I don’t have time when I'm on business.
2

Could I have a quiet room in a small or medium-sized hotel? | don’t want to
stay at the Piazza San Marco but it should be central. I'd like a place that's relaxing
with friendly staff and maybe a courtyard or garden.

Guest 1

Guest 2




Exercise 5. Read the comments of four hotel users talking about what they
think is important in a hotel.

1
| travel a lot - up to three months a year - so | guess you could say | spend a

quarter of my life in hotels! For me, the ideal hotel has big rooms with comfortable
beds and good facilities - including a business centre. It should also be as near the
centre of town as possible, but within easy reach of the airport.
2

I love going on vacation, especially in Europe. | worked hard all my life, so |
feel | deserve a little luxury now - and I don’t mind paying for it. If you ask me, a
hotel that doesn’t make you feel really special isn’t a hotel!
3

| like smaller hotels because you can learn more about the country, the
people, and the culture. The staff have more time for you. | think most of the big
hotels are so impersonal. They all look the same. When you are inside them, you
can't tell which country you're in.
4

It's my job to visit hotels, not just the deluxe 5-star ones, but also the small
family-run places with only a few rooms. But if you're asking me personally, the
most important things are polite and friendly staff and efficient service. Anything
else is really a bonus.

A. Study the list below and tick the points that they mention.

Guest 1 Guest 2 Guest 3 Guest 4

large rooms

small hotels

good facilities

friendly staff

location

efficient service

B. Match the comments above to the people who made them.
1. A successful French research scientist who is often invited to speak at
international conferences.
2. A retired banker from the USA.
3. The Sales Director of an export company in Turkey.
4. A travel writer for several British newspapers and magazines who also
presents a TV programme on holidays and travel.
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Vocabulary Practice

Exercise 6. Study the definitions of different types of accommodation.

Inn
Tavern

Motel

Resort
Convention

Deluxe

Luxury hotel
Resort hotel

Commercial
hotel
Congress hotel

Airport hotel

Country house
hotel

Guest house

B&B

Is an establishment offering shelter and food for travellers. The
term was customary in the days of travel by horse; it has been
revived because it conveys an idea of old-fashioned hospitality.
in modern usage, is a place that serves alcoholic drinks.
Formerly, it was an alternate term for an inn.

iIs a shortened form for motor hotel. A motel provides
accommodations for the traveller and a parking place for his or
her automobile.

is a place or area to which people travel for recreational
purposes. Hotels are important features of resort areas.

IS a meeting of a business or professional group for the purpose
of exchanging and discussing information.

is of a highest quality. Hotels rated as deluxe offer the greatest
possible convenience, comfort and service to their guests. Such
hotels are often called luxury hotels and are generally the most
expensive.

provides every facility a wealthy guest might need.

Is situated in a place where tourists like to stay, often near the
sea, lake or in the mountains. Guests usually book it in advance.
is often situated in a town centre and provides accommodation
for travelling businessmen, staying only for one or two nights.
provides everything necessary for large meetings and
conferences, with a lecture, theatre and exhibition facilities.
provides accommodation for people going to or coming from
other countries, usually staying only for one night.

Is situated in pleasant scenery and provides comfortable but
informal accommodation for people who want to relax in a quiet
place.

provides low-priced accommodation, usually on a small scale
for holiday visitors or for long-stay guests.

is a small hotel, a kind of boarding-house, which provides home-
like low-priced accommodation and the morning meal for
visitors. The letters B&B stand for "Bed and Breakfast".
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Exercise 7. Read what these three people say about their requirements to
accommodation. Which type would suit them best? Give your grounds.

Jenny Wright, aged 30: "I work for one of the large tour operators, so | spend
most of my time travelling. In my opinion, hotels need to be efficient; the
phones should work and there should be an overnight laundry service. | think a
good range of restaurants is important, because I don’t have time to go out in
the evening. As far as ’'m concerned, atmosphere isn’t very important."

Miguel Morales, aged 45: "We have a small family business in Spain, and
when we travel to England on business we like to take the children with us. |
don’t think the big hotels look after small groups very well — they often put you
on different floors, and you can only see each other in the restaurant. On the
other hand, self-catering apartments aren’t very good because there aren’t
enough facilities. If you ask me, there should be more hotels that have a
mixture of both facilities."”

Agatha Trump, aged 65: "I don’t travel to London very often, but I sometimes
go for the weekend. For me, the ideal hotel needs to be near the theatres and
cinemas. If you ask me, the best hotels are old-fashioned ones with a lot of
atmosphere, but of course they should have a good range of facilities too. For
me, staying in a modern hotel would be an unpleasant experience."

Exercise 8. A. Study the information about accommodation. With a partner
ask and answer questions about the hotels like in the example.

no

Caribbean Sunrise — top-quality holiday accommodation — has its own beach.
Golden Arrow — large, efficient — Heathrow Airport 3 miles.
South China — Kowloon (overlooking harbour) — good facilities, reasonable
rates.
Grand Paradise — spacious, 5-star, first-class facilities — near Snowy Mountain,
overlooking Paradise Lake.
Stagecoach — friendly, comfortable, 20 miles north of Cactus City, beside the
road.
Si: - What’s the (name of hotel) like?
Syt -1It’s a ... (say the type of hotel).
It’s ... (say where it is).
B. What kind of hotel would suit the people below? Would it be:

- amiddle range hotel? (budget hotel)
- aluxury hotel? (deluxe hotel)
- an airport hotel? (airwate)
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- amotel?
- atourist hotel?
1. Miss Salvesen, from Sweden. "l want to spend a week in a place with lots of
sun and sand."
2. Mr Delgado, on business in London. "l have to go back to Madrid tomorrow
early in the morning."
3. Mr and Mrs Rose, spending four days in Hong Kong. "We want to be
comfortable, but we don’t want to spend too much money."
4. Don Ellis, a rich pop singer visiting Arcadia. "Money is no problem. | want
every possible facility."
5. Mr Lepage, a car salesman in the USA. "Is there anywhere | can stay for the
night, further up the highway?"

C. Work with a partner like this:

S:: You take the part of the people above.

S»: You take the part of a tourist office clerk giving advice about hotels. Use
the notes in item A. You can begin:

| can recommend the (name of hotel) It’s ... (say the type of
Try hotel and where it is)

Exercise 9. Find out about three hotels in the town, city or region where you
live. Find out:

e the name of the hotel;
¢ the hotel type (it will be good if there are different types of hotel);
e whereitis.

Write notes below:

Hotel 1: Name Type
Location

Hotel 2: Name Type
Location

Hotel 3: Name Type
Location

Use the information in conversations, like the conversation in Exercise 8. B.
(S; says what he / she wants. S, talks about the types of hotel and where they
are).
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Language Development

TEXT 2

Exercise 10. Look through the active vocabulary before reading the text and

try to memorize it.

Active Vocabulary

a temporary home

access to food and drink
facilities for recreation

means of transportation

to share the bed / room with smb
cluster of hotels

to result in

to provide parking facilities
transient

a matter of equipment or furnishings

to restrict
whereas
ratio
flimsy

TUMYACOBE JKHUTIIO

MO>KJIUBICTh MOICTH Ta MOTTUTH

3aco0u, 00aIHAHHS JUIS BIIMOYHUHKY
3aCO0H T0JIOPOKYBaHHS

JUTUTH J1KKO / KIMHATY Ha JBOX

PSI TOTENIB

MaTH HaCII0K

HaJaBaTH MOCIYTH MAPKyBaHHS

TOH, XTO THMYACOBO ITPOKUBAE

y TOTeJI1, TaHCIOH1

(mym) mnuTtaHHS Tpo oOJaTHAHHS Ta
yMeOTIOBaHHS

oOMexxyBaTu

y TOM Yac K

KUIBKICTh OOCITYTOBYIOUOTO TIEPCOHAITY
(mym) npucrocoBaHMA

Exercise 11. Read the text. Choose the most suitable headings from the list (A-
G) for each part (1-7) of the text. There is one extra heading which you don’t
need to use. There is an example at the beginning (0).

A Motels

B  Prime Importance Matter about
Hotels

C  Resort Hotels

Inns and Taverns

E Difference and Similarity of
Hotels

)

F  Hotel Broad Categories
G  Accommodations Industry

H  Rating Hotels
| Hotels of the 19" Century

14



0 G Accommodations Industry

A hotel is a temporary home for people who are travelling. In a hotel the
traveller can rest and has access to food and drink. The hotel may also offer
facilities for recreation, such as a swimming pool, a golf course or a beach. In
many cases the hotel also provides free space for the traveller’s means of
transportation. All of these services are designed to accommodate the traveller, so
the hotel business is often referred to as the accommodations industry.

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

Modern mass transportation, that is, the movement of large numbers of
people at relatively low prices, began with the development of the railroads in the
19™ century. Up to that time, accommodations had been provided by country inns
or by family-owned and — operated hotels in the cities. As the railroads carried
large numbers of people further and more rapidly, large hotels were constructed
near the train stations. The cluster of hotels around Grand Central terminal in New
York is a good surviving example of this stage of development of the hotel
industry.

The other means of transportation — the automobile and the airline — resulted
in the growth of corresponding accommodations facilities. In the case of
automobile, motels that serve people travelling by car have sprung up along
highways all over the world.

The world "motel" was created by combining “motor” and “hotel”. When
automobiles were first used, flimsy and inexpensive tourist cabins were built
beside the highways. Then, as people demanded greater comfort, the cabins were
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replaced by tourist courts and then by the modern hotels. Motel or motor hotels
providing parking facilities for cars were also constructed in many large cities,
where they now compete with the other commercial hotels.

4

All hotels do not serve the same clientele, that is, the same kind of guests. In
fact, it is possible to place hotels in four broad categories. The first is the
commercial hotel, which provides services essentially for transients, many of them
travelling on business. Many city hotels and diversely located motels fall into this
group. The second category is resort hotels. Located in vacation, they often provide
recreational facilities of their own as well. A third type of hotel aims its services
largely at the convention trade. Conventions are meetings, usually held yearly, of
various business or professional groups. Not so long ago, most conventions were
held in large urban centres such as New York and Washington D.C. The forth
category is resident hotels. People who do not wish to keep house themselves can
rent accommodations on a seasonal basis or even permanently in many hotels.

No firm distinction exists between the different kinds of hotels. In large
cities that are also tourist centres, such as New York, Paris, Tokyo, London and
Rome, one hotel may offer all types of service. And even a small hotel may have
banquet rooms and meeting rooms in addition to its accommodations for transients.

5

Another way of categorizing hotels is by the quality of service they offer. At
the top there are the luxury hotels, which generally offer their guests the greatest
comfort and convenience possible. At the bottom there are those that provide
merely a place to sleep. A system for rating hotels according to quality is widely
used in France and a number of other countries. This system puts the top hotels in a
special deluxe category, while other receiving from five stars to one star or "A’s".
The standard features include private bathrooms, room telephones, recreational
facilities and so on.

6

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

The larger and more luxurious the hotel, the greater the variety of jobs that it
offers. Nevertheless, the administration and organization of a small hotel is similar
to a large one. Engineering and maintenance for a small establishment may be
done by contract with local firms, whereas a large hotel will hire its own staff for
these functions.

Generally, the problems and opportunities in all hotels are comparable, since
all provide shelter, food and other services for the travelling public.

Exercise 12. Fill in the correct word from the list below. Use the words only
once.

seasonal shelter family rating
temporary recreational labour-intensive quality

1. ... home for travelling people;
2. to provide food and ... for travellers;
3. to rent accommodation on ... basis;
4. ...—owned hotels;

5. asystem for ... hotels;
6. ... facilities;

7. ... accommodations industry;

8. to categorize hotels by the ... of service.

Exercise 13. Fill in the correct preposition, then choose any five items and
make sentences.
1. to share the room ... smb;
to refer ... accommodations industry;
a symbol ... hospitality;
... relatively low prices;
to compete ... the other commercial hotels;
transients travelling ... business;
a matter ... prime importance;

0N OEWN

one employee ... guest room.
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Exercise 14. A. Find the synonyms in the text to the following words:

to create services
to build hotels
hotel guests
luxurious hotels
a range of hotels
every vear

constantly
average features

B. Change the words in the sentences from the text into their synonyms.

Exercise 15. A. Find the opposites in the text to the following words:

modern

expensive
at the top
permanent home

B. Change the words in the sentences from the text into their opposites.

Exercise 16. Find the equivalents to the following Ukrainian word
combinations

IIPOTIOHYBATH PEKpealiiiHi MOKIMBOCTI, 3aC00M;

PO3MICTUTH MTOJOPOKYIOYOT0 Ha HiY y TOTE;

OyTH TICHO OB’ SI3aHUM;

y BIJJQJICHUX paiiOHaX;

18



3a BIIHOCHO HU3LKUMH I[IHAMU;

OyyBaTH roTesi moon3y 3aJi3HUYHUX CTaHIIIN;

00CIIyrOBYBaTH JIOJICH, K1 TTOJOPOKYIOTh aBTOMOO1JIEM;

MPUCTOCOBAHI Ta HEJOPOT] MOMEIIKAHHS JIJIsl TYPHCTIB;

KOHKYPYBaTH 3 KOMEPIIIHHUMH TOTEIISIMH;

PO3ILIMTH TOTEN Ha 4 KaTeropii,

MPOBOAUTH KOH(PEPEHIiI0 (CUMII031yM) Y BETUKUX MICBKUX LIEHTPAX;

YITKE PO3MEKYBAHHS;

CTapOMO/IHI TOTETI;

3BUYANHI pUCH;

MpaliBHUKHU TOTEIIO;

TEXHIYHE YTPUMAaHHS TOTENI0

Exercise 17. Match the words on the left with their definitions on the right.
The first one has been done for you.

1.

inexpensive a. a means or system of carrying
passengers or goods from one place to
another

transportation b. a condition of great comfort provided

without any consideration of the cost

accommodation c. reasonable in price

luxury d. things such as buildings, shops or
services that are useful or help one to do
something

fashionable e. a place to work or live in; lodging, food
and services (AmE)

facilities f.  made according to the latest fashion

19



Exercise 18. Answer the questions to the text.

1. What is a hotel? What does it provide for a traveller?

2. How were inns and taverns related to travel in the age of travel by horse?

3. Why did old-fashioned inns become symbols of hospitality? What kind of
image do they bring to mind for many people even at the present time?

4. What is meant by modern means of transportation? When did it begin?

5. What new development in the location of hotels did the railroads bring about?
What is the surviving example?

6. Do many people travel by car?

7. From what words was the word "motel" derived? What kinds of
accommodations were offered?

8. What are some of the attractions that a resort may offer? Give your examples.

9. What are four broad categories in which it is possible to place hotels?

10. Are there any firm distinctions between hotels in the different categories?

11. What is the other way of dividing hotels into categories? What kind of hotels
are at the top? At the bottom?

12.Why are there comparable problems and opportunities in all hotels?

20



Exercise 19. Work with a partner. Agree or disagree with the following
statements. Give your grounds. Use the phrases.

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 ...

A hotel is a temporary home for people who are travelling.

The hotel usually does not offer facilities for recreation and never provides
shelter and food.

By modern standards inns were a sort of luxury hotels with all kinds of
recreational facilities.

The word "motel" was created by combining “motor” and “hotel”; it usually
provides parking facilities for cars.

All hotels do not serve the same kind of guests.

Luxury hotels are at the bottom of the list comparing with the other kinds of
hotels.

The difference in quality between hotels is not entirely a matter of equipment
or furnishings.

Exercise 20. Explain the meaning of the following terms.

Accommodations, inn, motel, resort, luxury hotel, B&B, airport hotel, commercial
hotel, guest house, resort hotel.

Writing

Exercise 21. Fill in the blanks with prepositions.

1.
2.

The hotel may also provide facilities ... recreation.
... Europe and America, inns and taverns were located ... theroads ... the
distance a horse could travel ... aday.
Modern mass transportation, that is, the movement ... large numbers
people ... relatively low prices, began ... the development ... the
railroads ... the 19" century.
Another way ... categorizing hotels is ... the quality ... service they
offer.
This system puts the top hotels ... a special deluxe category, ... other
receiving ... fivestars ... one staror "A’s".

a luxury hotel, there may be three employees ... every guest room.
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7. The proportion ... employees ... guests and guest rooms is also a matter

prime importance.

8. Engineering and maintenance ... a small establishment may be done
contract ... local firms, whereas a large hotel will hire its own staff ... these
functions.

Q. a large commercial hotel ... abig city, the ratio is usually closer ... one
employee ... guest room.

10. The traveller usually had to share his bed ... ... least one other person,
and as many as four other persons ... some remote areas.

Exercise 22. Fill in the spaces in the following sentences with the appropriate
word or phrase.

N

The word "motel" is a combination of the words ... and ... .
include such things as shelter, food and special services for travellers.

and were places for the accommodation of travellers in

Europe and America when most people travelled by horse.

A 1s an establishment that provides not only accommodations for

travellers but also parking space for their cars.

A ... areais aplace that people visit for recreational purposes.

A ... hotel provides accommodations for people who do not wish to keep

house themselves.

The accommodations industry is ...  because it employs a large number of

people.

A hotel in the ... category may employ as many as three staff members

per guest room.

Exercise 23. Answer the clues to find the hidden word. All the answers are
connected with accommodation. The first one has been done for you as an
example.

In the campsite you can stay in small redwood ... (6 letters).

The millionaire reserveda ...  of six rooms on the top floor of the hotel (5
letters).

If you have a family, you should think about staying in a self-catering

that has three bedrooms, a kitchen and a bathroom (9 letters).

At the Ahwahnee Hotel in Yosemite National Park in USA you can rent a
double room or a separate ... in the grounds (7 letters).
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We took our tents and stayed in a lovely ...  which had all the facilities we
needed (8 letters).

We stayed in a marvelous hotel that even had ...  to keep your horse in (7
letters).

I’d rather stay in a five-star ...  than in a bed and breakfast (5 letters).

Our room doesn’t have a bath, but at least thereisa ... (6 letters).

Exercise 24. Translate in writing the following sentences from Ukrainian into
English. Use the topical vocabulary instead of underlined word expressions.

1. V Typeuunni mopiuHo OyaylTh OaraTto KypOpTHHUX TOTENiB. Y HHUX

00CIIyTOBYIOTh TOCTEH 3 PI3HUX KpaiH. BUIBIIICTh 3 IMX TOTENIB BIAMOBIAAIOThH
MIDXKHApOJIHUM CTaHAApTaAM.
lorem kmacy '"mrokc" 1 "cynmepirokc" 3BUYAiHO — poO3TallloOBaHi Y

demenebenbHux padioHax. BoHM npu3HayYeH! IS 3aMOXHUX KIEHTIB 1

JIIJIOBUX TOCTEH.
Howmepu y rorensix kiacy "mokc" MaroTh rapHe cydacHe oOJaHaHHS 1 JOpOre

yMEOIFOBAHHS.

Morten HanamTh CBOIM KJl€eHTaM KoM@opTabesibHI HOMEpHU, BeYepro 1

SDV‘IHOCTi AJI1  TTApKYBAHHA. L[e AYXKC 3PpydYHO AJId THUX, XTO JTFOOHUTH

[1OJIOPOKYBATH BJIACHUM aBTOMOOLIEM.

3rimHo 3 €BponenchKkor0 Kiacudikailiero, BC1 TOTeNl HOAUISIOTHCS Ha I SITh

kareropiii — 1, 2, 3, 4 ta 5-3ipkoBi. [liarpyHTsim s Takoi kinacudikaiii ciyrye

SKICTh OOCIYTOBYBAHHS 1 3pDYYHOCTI, SKi IPOIIOHYE TOTEIIb.
KigpKicTh 00CIYTOBYIOYOTO TEPCOHANY 3aJeKHUTh B KaTeropii roremo. Y

roreni kiacy "MOKC" OJAMH HOMEP MOXYTh OOCIyroByBaTu Ji0 3-X oci6. B
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THIIMX TOTEJSX KUIBKICTh MEPCOHATY KOJIUBAETHCS BiJl | JIOAMHU HAa HOMEP 10

1 monuHM HA JEKUTbKa HOMEPIB.
Speaking Skills
Exercise 25. In pair practise the following sentences:

1. As far as | understand, all the hotels are not the same.
the motels
the restaurants
the tourist companies
the hotel facilities
the hotel services
the restaurant services .
2. How are the hotels rated?
graded
classified
categorized
systemized?
3. Convention hotels have a lot of convention facilities.

Convention function rooms
Convention exhibition areas
Resort resort facilities
Resort recreational facilities
Commercial office facilities
Commercial special facilities for business travellers .
4. The term "'resident™ puzzles me.

"third-age"

"fourth-age"

"special interest"

"boatel"

"condo"

"airwate".

5. The more stars, the higher the quality.
the better the quality
the more the facilities and services
the wider the range of services
the greater the range of services
the broader the range of services
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the better the staff.
6. Do all countries follow this classification?
observe system
stick to rating system
keep to grading system
use star system
make use
of system of stars
apply classification system ?
7. Inexpensive hotels are often referred to as budget hotels.
Budget economy
Economy tourist
Residential resident
Superdeluxe luxury
Superdeluxe very luxurious
Deluxe luxurious.
8. A "motel" sounds like a ""hotel"".
A "boatel" a "floatel"
A "caravan" a "van"
A "condo” a "condominium®”
"Residential" "resident"
"Luxury" "luxurious"
"All-inclusive" "all-included".
9. That’s pretty easy!
hard
hard to bear
difficult
bad
cheap
expensive!
10. I’ve come across ""all-in"" hotels.
"all-inclusive"
"all included"
luxury
very luxurious
luxurious
budget.
11. Could you make it clear what they are?
explain

25



clear up

clarify

specify

say in plain English
say in plain Russian?

12. “All-in"" stands for ""all-inclusive™.

"Condo" "condominium™
"Van" "caravan"

"B&B" "bed and breakfast"
"HB" "half board"

"FB" “full board"

T "Inclusive tour".

Exercise 26. A. Read the dialogue with a partner, translating some parts.

Dialogue 1.

Si: - Oh, the ball comes to the player! I have just wanted to wait for you in the
hotel lounge. Have you finished your work yet?

S,:  -Yes, | have. But what are you up to?

Sy - I know I’m a pain in the neck but I have got mixed up on the hotels. As
far as | understand, all the hotels are not the same.

S»: -Your guess is right. Icuyroms pisni 6uou posmiwens.

Si: - A 3naro, wo ecomeni knacugixyromocs 6io 1 zipouku oo 5*. This is
practically all, I know.

S,: - Not much, really. 3 oonoco 6oky, comeni kracugixyiomo 6i0HocHO Memu
nooopooicyiouux. 3 iHWO020, BIOHOCHO nepeliky nociye i AKOCMmI
00C1Y208Y8aHHSL.

Si: - Ile o3nauae, wo € pizui éuou kiacugirayiti comenie. How are the hotels
rated according to the purpose of travelling people?

S,: - They are rated as commercial hotels, convention hotels, resort hotels and
residential hotels.

Si: - | presume, | know most of them. Komepuyitinuii comenv — ye comenv 0ns
OI3HEC-NOO0POACYIOUUX, YU He maK?

Syt - That’s it. Most commercial hotels are big city hotels. The Metropol hotel
in Moscow falls into this group. So does the National hotel.

St - Kongepeny-eomeni — ye comeni 0151 yuacHuxie KoHgepeHyii.

Syt - Right you are. Konghepenuy-comeni nponouyroms 6acamo nociye i

001a0HaNHS 07151 NPOBeOeHHs KOH(epeHYill, Hanpukiao, KoHgepeny-3an,
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BUCMABKOGI NIOWL MOUO.

Si: - Theresort hotel is for holiday-makers.

Syt - Correct! I'omeni ma kypopmax nponoHyroms 6azamo 3aco0ié O
peKkpeayii: baceiinu, oimuec-yeHmpu, Cnopmmanoan4uKy mowo.

Si: - I have to admit that the term "residential™ hotels puzzles me.

S,: - Relax! The residential hotel is for long-term or permanent residents.

Si: - A comprehensive answer! And how are hotels graded according to the
range of services and quality of comforts?

Sy: - You have already mentioned the star system. Kracugixayis no szipxax
gidoma sk egponeticoka abo pamnyy3vka.

St - Yum binvwie 3ipox, mum suwa axkicms i Oilbule nociye NPONOHYE 20melb.
Do all countries follow this classification?

Sy - Not at all. € we nayionanvni cucmemu xknacugixayii comenis: cucmema
"kopon" y Benuxiu bpumanii, cucmema "xmouig" y Illeeyii uu cucmema
"nimep" y ['peyii. In the US the hotels are graded as superdeluxe, deluxe,
expensive, moderate and inexpensive.

Si: - Superdeluxe is very luxurious, deluxe is luxurious. Is that correct? And
what type of hotels is called tourist class?

Sy - Heoopoei comeni wacmo nazuearome we 61002cemui, eKOHOM, OpPy2020 YU
MYPUCMUYHO20 KILACY.

Sy - You know, I must apologize this time. I’ve taken up a job in the hotel line.
I’m doing a night shift tonight.

S - That’s pretty impressive! A night shift?

S - Right. I don’t mind night time and even overtime. I want to test myself.

S,: - He who endures wins the gold!

Si: - Let’s call it a day. I’ve enjoyed talking to you!

S, - Same here!

Si: - Keep in touch!

S2:  -You, too!

Dialogue 2.

S1: - Hello, have you already prepared for the lesson in Hotel industry? That’s
the beginning of the subject and | want to be pretty good at the seminar.

Syt - Hi, ’ve already been in our library for 30 minutes. The only thing I
managed to do is to study in detail kzacugixauio comenis.

St - So, I suppose you’re an expert in the field, aren’t you? Will you help me
with some questions?

S,: - Sure, with pleasure.
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- There is a word "inn" in the names of some hotels like the "Holiday Inn"
or the "Ramada Inn". What does it mean?

- Aninn is, as a rule, a countryside hotel. Taxi comeni uacmo pozmawosani
V ManboHuuill CLibCbKill Mmicyesocmi. Bonu uaoaroms 3pyuHi, ane He

oiyitini micys npoocusanns. Cnoso "Inn", by the way, 3’ssunocs 3
nepuiux OHi8 NOOOPOHCYBAHHSL.

- A "motel" sounds like a "hotel". How do they differ?

- That’s pretty easy. Momenv npononye micys posmiwenHs i 3abe3neuye
Micys O NApKY8aAHHs BIACHUX ABMOMOOINI8 NOOOPOAHCYIOUUX HABNPOMU IX
KIMHAmMu.

- You know, I’ve come across "all-in" hotels in many hotel ads. Could you
make it clear what they are?

- "All-in" stands for "all-inclusive". I'omeni "sce eéxnioueno” nponomnyiomo
20cmaM noeHull nancion. Iloenutl Naucion o3Hayae — KiMHama, CHIOAHOK,
0010, seueps. Hanienancion — ye kimnama, cHioanok, 00i0 abo eeyepsi.

- If I’'m not mistaken, breakfast is always included in the cost of a night’s
accommaodation.

- Normally, yes. Though there are rates "Room only".

- A icnytoms 5KiCb HOBI 8UOU PO3MIUEHb?

- Yes, there are. Probably, you have heard about some of them. Sk momeni
31 CBOIMU NAPKYBATLHUMU MAUOAHYUKAMU OJIsl Aa8MOMO0INi8, € ue bomeii
Ha nasodcax. They provide moorage for the guests’ boats and yachts.

- Oh, right, I’ve heard of floatels. Are they floating hotels on water or
something of the kind?

- Quite so. Now, have you come across condos?

- No, I’m afraid. I haven’t the foggiest notion!

- Konoo — ye xonoominiymu, anapmameHmu sKi Haiexcamsv npuéamHum
ocobam. Bonu pozmawiosani y KypopmHux Micysx i 6UKOPUCMOBYIOMbCS K
opyea oomiska ons sionoyunky. Any idea of airwates?

- No, I haven’t the slightest idea!

- The airwate is the airport hotel for air passengers. Bin 3abesneuye
MICYAMU PO3MIWEHHS NACANCUPIE asiapelicis, SKI 3YNUHAIOMbCA Juule Ha
OOHY HiY.

- A KemniHeu MOJMCHA 88ANCAMU MICYSIMU POSMIUJEHHS?

- Why not? Tastes differ. People may prefer travelling by car or van and
staying in their tent or van overnight.

- V makomy eunaoky 60HU MOXCYMb 3YNUHAMUCA HA HIY Y KeMHIH2Y YU
Kapasauiney, AKi nponoHyoms HeoOXiOHI 3pYUHOCMI, YU He MAaK?

- A we icuyromo maxi comeni, wo Hazuearomocs "Marina" dus mooet, ki
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HOO0POACYIOMb YOGHAMU T GUKOPUCTOBYIOMb IX K MICYs POSMIUJEHHA.

Si: - You know, too much information to be remembered at one time. Thank
you for your help, but I prefer reading it myself.
Syt - It’s a pleasure. Of course, you’re right. Seeing is believing.

B. Dramatize the dialogues.

C. Write out the proverbs and sayings which are used in the dialogues and
choose Ukrainian/Russian equivalent to them. Explain what they mean
and use them in your own situation.

Exercise 27. A. These are two telephone calls to the California Travel Bureau
in London. The callers are going to visit Yosemite National Park in California,
the USA. Before reading the dialogues, identify to whom these expressions can
belong: a Caller or a Travel Agent?

a) Can | help you?

b) Could you give me some information about accommodation?
c¢) I wonder if you could help me.

d) Could you give me your name and address?

e) I’m trying to find out about accommodation.

f) Is there anything else?

g) Certainly.

h) How may | help you?

1) What would you like to know?

j) I’d like some information please.

k) Could you possibly send me details?

I) Would you like me to send you some information?

B. Read in pair the dialogues and check if you are right. Three of the

expressions from the list above are not used. Identify which.

1

TRAVEL AGENT: California Travel Bureau. Jenny speaking. How may | help
you?

CALLER: Hello, yes, I'm going to California in the summer on a fly-drive holiday
and hoping to spend some time in Yosemite National Park. Could you give
me some information about accommodation?

TRAVEL AGENT : Certainly. The first thing to say is that if you want to stay in
a hotel you'll need to make a reservation pretty soon. Have you any definite
dates?
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CALLER: Well, we're arriving in San Francisco on 13" July and we'll probably
spend a week there and then get to Yosemite around the 20" — probably stay
about two or three days.

TRAVEL AGENT: I see. And do you want to stay in a hotel or camp?

CALLER: Hotel, definitely. We don’t need anything too luxurious — just a private
bathroom, if possible.

TRAVEL AGENT: How many in the party?

CALLER: Just two.

TRAVEL AGENT: Well, there are three hotels. The Ahwahnee is quite expensive
— around 200$ a night. The two others are about the same price —
approximately 75$% a night.The Yosemite Lodge is very popular, so you'll
need to make a reservation very soon. Or there's the Wawona, which is very
pretty.

CALLER: I see. Could you possibly send me details?

TRAVEL AGENT: Certainly. Could you give me your name and address?

CALLER: Yes. It's Ms Wallace, 14 Station Road, London N6.

TRAVEL AGENT A: OK, Ms Wallace. Is there anything else?

CALLER: No, I think that's all — thanks for your help.

TRAVEL AGENT: You're welcome.

2

TRAVEL AGENT : California Travel Bureau. Jenny speaking. How may | help
you?

CALLER: Oh, hello. My name's Curtis. I'd like some information, please.

TRAVEL AGENT: Certainly. What would you like to know?

CALLER: Well, I'm thinking of going to California with three friends this
summer, and I've heard it's possible to camp in Yosemite National Park, but
someone told me you have to reserve?

TRAVEL AGENT: No, you don’t have to reserve, but you have to get a permit.
When exactly are you coming?

CALLER: Probably late July, early August.

TRAVEL AGENT: In that case, you can get a permit for seven days in the valley
and fourteen days out of the valley.

CALLER: Right. We're planning to do a lot of walking, so we probably go up into
the mountains. Can we just camp where we want?

TRAVEL AGENT: No, you have to camp in the designated areas, but if you go
for the Type B sites, you'll find they're not too crowded. The facilities are
pretty basic, but they only cost 43.

CALLER: Sounds good.
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TRAVEL AGENT: Would you like me to send you some information?
CALLER: Yes, that would be great.

TRAVEL AGENT: OK, can I just have your name and address?
CALLER: Yes, it's Mr J. Curtis, Flat 2, 36 Wood Lane, Bristol.
TRAVEL AGENT: OK, Mr Curtis, I'll put that in the mail for you.
CALLER: Thanks.

TRAVEL AGENT: You're welcome. Bye.

C. Complete the information from the dialogues in the chart which follows.
Leave blank the column headed ""You".

Name Ms Wallace Mr Curtis You

Date of visit to Yosemite

Number of people

Accommodation requirements

Address

D. Work in pairs. Each partner should fill in the column in the table headed
""You", and then act out similar conversations. Use the expressions from
the list. Take it in turns to play the part of the customer.

Talking Points
Exercise 28. List 4 hotels in your city and give them ratings from deluxe to one

star hotel on the basis of their facilities and the quality of service that they
offer. Give grounds for your classification in each case. Follow the brief plan:

- name of the hotel; - facilities;
- its location; - Service;
- itsrating; - staff.

- comfort;

Exercise 29. A. At home prepare an ad of any type of accommodation and in
the lesson make its presentation.

B. Discuss with your group mates whom this accommodation would suit best.
Give your grounds.

31




UNIT 2

READING

- The hotel Litwor

- Facilities in modern
hotels

- List of
recommendation for
hotel redecoration

- Advertisements

- Dialogues

VOCABULARY

- Words related to

hotel public facilities,

room amenities,
ancillary services

- Adjectives
describing hotels,
motels

- Hotel
abbreviations

- Meal plan codes
- Derivatives

- SPEAKING

- Talk about hotel upgrading

- Phone calls:

- on enquiring different rooms
available

- on asking about services

- on making requests

- Expressing opinions

- Giving definitions

- Making requirements

- Describing  hotel
facilities

- Comparing hotels

- Recommending changes to improve
the hotel

- Giving advice to hotel guests

- Presenting own advertisement of the
hotel

services and

WRITING

Filling in the table
with the
information
Mediation

Writing a list of
recommendations
Compiling a plan
of spending money
on hotel alteration

Lead-in

HOTEL FACILITIES

- What do you expect from a good hotel?

Study the difference:

Which of these items, do you think, are the most important in good hotels:
price, facilities, service, location?

service — the help that people who work in a shop, restaurant, bar etc. give you;
facilities (pl.) — rooms, equipment, or services that are provided for a particular

pUrposE;

amenities (pl.) — something that makes a place comfortable or easy to live in.

Reading

TEXT1

Exercise 1. Look through the active vocabulary before reading the text and
try to memorize it. Then read the text and write out in the vocabulary the
unknown words and word combinations.

Active Vocabulary

to be of the highest standard

HaWBUIIOTO TaTyHKY
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to be conveniently located MaTH 3py4YHE MiCIle pO3TallyBaHHS

spacious rooms MPOCTOPI KIMHATH

to extend into smth HOLIUPIOBATUCS HA IIOCh

heated floor IijJ10Ta 3 MiZIrPiBOM

symposium (pl. symposia) KOH(EPEHIIis, CHMIIO31yM, KOHIPEC
to transmit images and sound to nepeaaBaT 00pasu i 3BYK

smb /somewhere KOMYCh / KyJTUCh

per participant Ha KOXKHOTO YJacHHKa

The Hotel Litwor

Hotel Litwor**** is the hotel of the highest standard in the area of
Zakopane, in the south of Poland. It is very conveniently located in the centre of
Zakopane. The hotel can accommodate about 120 people in luxury rooms, with
balconies and views of the Tatra Mountains.

Spacious and elegantly furnished rooms with exceptionally comfortable
beds, make waking hours fly. Rooms with their subtle colours are light, charming,
ideal for working and relaxing. The level of thoughtful comfort extends into
beautifully designed bathrooms with basins, showers and baths. Bathrooms with
floor heating and towel warmers make the Litwor a perfect place to stay. A fitness
centre with swimming pool, sauna, jacuzzi, steam bath, solarium, weights room
and bar make the hotel a wonderful place to relax.

Each room is equipped with phone, satellite TV, radio, safe box,
computerized minibar, hairdryer, towel warmer, heated bathroom floor, balcony
with view of the mountains. If visitors want anything else, they can always dial
room service 24 hours a day.

The hotel is well prepared to organize symposia and other meetings at only
149 zlotys for accommodation and full board per participant. The conference room
Is equipped with all the necessary facilities including a multimedia projector and
can accommaodate up to 240 people.

The hotel has a fully equipped and air conditioned conference room which
can be divided into two smaller ones. The audiovisual system can transmit image
and sound to rooms during conferences.

Exercise 2. According to the text choose the correct item.

1. The hotel ... about 120 people in luxury rooms.
A accommodation of
B can accommodate
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C accommodate
D has accommodated
2. Each room ... comfortable beds and bathrooms with floor heating.
A has equipment
B Is equipped with
C equipped with
D with
3. What facilities make the hotel a wonderful place to relax?
A comfortable beds and elegantly furnished rooms
B scenic views of the Tatra Mountains
C fitness centre, swimming-pool, sauna, Jacuzzi, steam bath,
solarium, weight room and bar
D restaurant, café, brasserie, patisserie
4. Accommodation and full board ... 149 zlotys per participant.
A room rate
B IS room rate
C IS costing about
D costs about
5. The hotel has a fully equipped and ... conference room.
A air conditioned
B air conditioning
C an air conditioning
D air condition

Exercise 3. Find in the text the answers to these questions.

1. Where is the Hotel Litwor located?

2. What kind of views does the Hotel Litwor offer?

3. What are the two luxury features of the hotel’s bathrooms?

4. How many people can the conference room hold?

5. Can all the conference delegates stay at the hotel?

6. What is an advantage of the conference room?
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Exercise 4. Match the hotel guidebook symbols with the facilities listed below.
A few have been done for you.

1 parking with security guard

(] dentist service
[] café-bar

] tennis-court
[]solarium

1 laundry / valet service

1 massage parlour
1 ift

] conditions / facilities for disabled

people

S

=<3

N
N

accepted

Room

Credit cards are taken /

—t

=]

Rooms available

@

* Conference hall

I\

SPA
Health resort, spa resort

o)

_linternet

1 hire of bicycles / bicycles on hire
T rooms available
"1 children welcomed / children’s room

1 bar

[1smoking is allowed/ permitted
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Exercise 5. A. Group the above given facilities into three columns:

Hotel public facilities Room facilities Ancillary (off-site)
(amenities) services

B. Add more facilities you know to every group.

Exercise 6. Renee Toonen, owner of the Omega Hotel in Amsterdam, talks

about the recent upgrading of the hotel from two to four stars.

A. Read the dialogue in pair and number the following in the order that Renee
mentions them.

24-hour room service
food service

reception area

bar

fully-equipped bathrooms
minibar and colour TV

Interviewer : What made you decide to upgrade your hotel, Renee?

Renee: Well, for two reasons really. You see there is a lot of competition between
hotels in Amsterdam, so your hotel has to be good. Secondly, I've noticed
that tourists and businesspeople want a higher standard of accommodation
than in the past.

I: So, how did you go about changing the hotel? What did you have to do?

R: Well, for one thing we had to make changes to the guestrooms. The rooms are
now a lot more comfortable. The furniture's better quality and we've
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completely redecorated all the rooms in a more modern style. We also put a
mini-bar and colour TV in every room.

I: Really? How many guestrooms are there?

R: There used to be forty-two rooms but we reduced it to thirty-eight because
generally speaking, bedrooms in two-star hotels are not as spacious as in
four- star hotels. We also needed to convert some of our small shower rooms
to fully- equipped bathrooms.

I: What about the rest of the hotel? Did you have to make changes there too?

R: Oh yes, lots. The reception area has been made bigger and it is staffed twenty-
four hours a day now. We also redesigned the bar and put in new sofas,
armchairs, carpets and curtains.

I: It certainly looks very colourful. Do you employ more staff now?

R: Yes, we do, because we now provide a porter service, twenty-four-hour room
service and a laundry service for guests. The other major change was to the
food service. The standard of the cuisine's much higher now and we offer a
wider range of food on our menu. But we still want the atmosphere to be as
friendly as before, no matter how many stars we have!

B. Match the two parts to have a sentence from the dialogue:

1.  People want a. alot more comfortable.
2. Therooms are now\ b. ahigher standard of accommodation.
3. The furniture is c. range of food.
4.  Bedrooms in two-star hotels d. as friendly as before.
are
5.  The reception area has been e. bigger.
made
6. We offer a wider f.  not as spacious as in four-star hotels.
7.  We want the atmosphere to g. of better quality.
be
Vocabulary

Exercise 7. A. Match the words to make hotel facilities and services.

1. ensuite a. dryer

2. 24-hour b. bathroom / shower
3. quality c. furnishings

4.  spacious d. telephone
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5.  hair e. service

6. direct-dial f.  room service
7. satellite g. cleaning

8.  porter h. rooms

9. dry . TV

B. What are the most important facilities and services for you when staying in
a hotel? Use the phrase to describe them

e.9. The most important facilities/services for me when staying in a hotel are ...,
because ....

Exercise 8. A. Look at the items that can be found in the bathroom and write
the numbers 1-16 next to the correct word or words.

bath .. pedal bin .. tap

bath mat plug toilet

bath towel . shower cap . toilet paper
glass shower wash basin
hand towel . shower curtain

mirror soap




B. What other facilities or objects can be found in the bathroom and toilet?
Make an additional list.
1. 8.
9.
10.
11.
12.
13.
14,

~N|o| ol alw/

Exercise 9. Look the items that can be found in the hotel room and write the
number of each drawing next to the correct word or words.

banister

bedside cabinet
bedspread
blind

bookcase
ceiling
coat-hanger

coat-stand
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Exercise 10. A. Read the dialogues between a prospective guest and the
information desk at three different hotels. The guest is enquiring about the
different rooms available. Identify which of the following rooms are being
described.

a. b.

B o

Nad

CALLER: And what about the facilities within the rooms?

RECEPTIONIST: OK. The rooms are on the third floor overlooking the park.
They are en suite with bath and shower in each. All our rooms have a colour
television and telephone in them. There are coffee- and tea-making facilities.
There's a mini-bar and trouser-press, too.
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2

CALLER: What facilities do your rooms offer?

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

3

CALLER: And what are the rooms like?

RECEPTIONIST: What are the rooms like...um, they're medium-sized to small, |
suppose. What else? They're traditional,...homely. There's plenty of
wardrobe space and the ladies like them because they've got large full-length
mirrors in each. What else can | say? Oh, well, the rooms facing south have
a panoramic view of the bay. That's about it, | think.

B. Make a list of room amenities that can be found in these hotel rooms.

Room 1 Room 2 Room 3

Exercise 11. We use different adjectives to describe hotels. Match these words
with their definitions.

1.  stunning a. very light

2. impeccable\ b. extremely attractive

3. spectacular c. highly decorated

4.  bright d. veryimpressive and exciting
5. luxurious e. perfect

6. opulent f. attractive and nice

7. charming g. extremely comfortable
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Exercise 12. Complete the sentences with a word formed from the word in

brackets.
1. The Monarch Hotel overlooks a picturesque mountain valley. (picture)
2. Thereare ... views from all the rooms on the south side. (magnify)
3. Itis ... by both rail, bus or private transport. (access)
4. Allthe ...  have been chosen to match the elegant eighteenth-century

architecture. (furnish)
The west wingisof ...  importance as Queen Anne once stayed in the
Regency Room. (history)

. Recently awarded the Hotel of the Year prize, we aim to combine

with tradition. (modern)

. All rooms are fully ... with internet access, mini-bar and coffee-
making facilities. ( equipment)
. Our friendly, welcoming staff will ensure your stay is as as

possible. (enjoy)

Exercise 13. Find the thirteen adjectives describing hotels in the puzzle.
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Exercise 14. There are special abbreviations accepted in hotel industry. Read
what they mean.

e.g.

FP — Full Pension: continental breakfast, table d’hote, lunch and dinner.
BB — Buffet Breakfast.
MAP — Modified American plan: American breakfast and dinner.
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PRPN — per room per night.
PPPN — per person per night.

Guess the meaning of the following Meal Plan codes. Match the plan on the
left with its description on the right.

AP European plan: bed only, no meals

DP Continental plan: continental breakfast only or as indicated (bed and
breakfast)

EP Demi-pension: continental breakfast and either table d’hote lunch or

dinner (bed, breakfast and lunch / dinner)
CP American plan: American breakfast, lunch and dinner (breakfast, lunch

and dinner)

Exercise 15. Five guests at the Paragon Hotel make requests at reception.
Read small talks and match the guests with the services below. Which service

was not asked for?

1

A:
B:

©w>™ >

>0 >0 o>
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Hello, reception.

Oh, hello, this is Mrs Wallstein here from room 202. Is it possible to get my
hair done tomorrow before, say, eight-thirty?

I'm sorry madam, but the hair salon doesn't open until 9 am.

Reception.

Hello. I'm afraid I've missed dinner. Is it possible to have some sandwiches
sent up to my room?

Certainly. What kind of sandwich?

What have you got?

: Hello. Room 157, please.

Here's your key.

: Thanks. Oh, I've left my car just round the corner. It’s a blue BMW with

German registration plates.
OK. I'll get someone to park it for you in your reserved space.

: Hello. I've got a pair of pants that need dry-cleaning. Is it possible to have them

done at the hotel?

: Certainly, Sir, just give them to the chambermaid tomorrow morning before

nine o'clock and we'll have them ready for you in the evening.
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A: Great.

5

A: Good morning.

B: Morning. I've a problem. | have a report that has been written in English and it
has to be sent to Buenos Aires by Friday at the latest.

A: No problem. You can email it from the business centre.

B: Yeah, OK but that’s not the problem. I need to get it translated into Spanish. Do
you know of an agency where | could have it done?

A: There's no need. You can have it translated here.

B: Oh, really.

Welcome to the Paragon Hotel!
Room service
If you need anything — breakfast, lunch, sandwich or champagne just ring
reception from the telephone at the side of your bed.
And if you want us to book theatre or concert tickets for you, just ask.
Valet service
If you have any items of clothing that need washing or dry-cleaning give
them to the chambermaid before 9 a.m. for same-day service.
Parking

Leave your car with a chauffeur who will park it in your reserved space.
[T 1t needs to be washed, tell the person on duty.

Business facilities

Documents can be typed or translated for you into the world’s major
languages. E-mail and internet are available on request.

Beauty salon and hairdresser

No need to book. Relax while you have your hair cut and your nails
manicured.

Children’s facilities

Leave your children with us in safety if you want a night out of the town
Dy yourselves.

Exercise 16. Read about three hotel guests who have some troubles. Fill in

necessary information in the table.

1

Guest: My dinner-jacket needs cleaning and pressing, and | need to wear it this
evening.

Reception: That’s OK, sir. Somebody’ll pick up the jacket from your room and
we’ll have it ready for you by 5. Which room are you in?
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2

Guest: Hall, does the hotel have a clothes repair service?

Reception: one moment, madam, I’1l put you through to the Housekeeper.

Housekeeper: Housekeeping.

Guest: Hallo, | need a couple of buttons sewn on a blouse. Can you do it for me
today?

Housekeeper: we can do it tomorrow morning, madam. Will that be all right?

Guest: Fine , I don’t need it till mid-morning. Shall I leave it with the hall porter?

Housekeeper: You needn’t, madam. I’'ll send someone up for it straight away.
What room number is it?

3

Reception: Reception.

Guest: Hallo. My wife has some jewellery that we’re afraid to leave in our room.
Is there somewhere you could keep it for us?

Reception: Certainly, sir. Bring the valuables down to me. I’ll write you a receipt
for them, and we’ll put them in the safe in the manager’s office.

Problem How to solve Responsible
person
Guest 1
Guest 2
Guest 3

Exercise 17. The following guests have different wishes. In which section of
the room information sheet should they look? Write the number of each guest
next to the correct section.

e.0. Mr/Mprs N should look in .............. section of the room information sheet.
INFORMATION

Room service Tariffs

Telephone . Entertainment

Mini-bar Shoe-cleaning service

Transport Wake-up calls

Laundry . Garaging

Medical help Early morning teas
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1.  Mrs Brown would like to have her blouse cleaned. — Mrs Brown should look
n ...

Mr Murphy wants to know about buses to the airport. — Mr Murphy should ...

The McNeills would like breakfast in their room. - ...

Christine Moore is feeling unwell. - ...

Bob Dixon needs clean shoes for the morning. - ...

Mrs Peterson has to be sure she gets up early tomorrow morning. - ...

Fiona Frelimo wants to call her friend in Barcelona. - ...

Tom Moshi would like a soft drink in his room. - ...

Tim Morrison would like tea in his room before going for breakfast. - ...

10. Mary Redman wants to know where to leave her car. - ...

11. Eric and Jack wonder what they can do this evening. - ...

12. David Blande wants to know the prices for different rooms. - ...

© oo NoO O~ WN

Exercise 18. A. Read in pair the talk between the guest and the receptionist.
The guest is asking about the services the hotel can provide.

Guest: What about a haircut? Do you have some place | can get one?

Reception: Yes, sir, we certainly do. The hairdressing salon is on the other side of
the foyer and it's open from 9 a.m. to 5 p.m. every day of the week.

Guest: Good,...oh and I need to change my airline reservation.

Reception: There's a travel agency next to the hotel, open from 9 to 5.

Guest: Fine, and dollars, | need to change a few dollars.

Reception: No problem, Sir, there's an exchange bureau next to the hairdressing
salon.

Guest: Does it happen to be open now?

Reception: Yes, indeed. It's open from 8 a.m. to midnight daily, Sir. So you have
plenty of time.

Guest: And a coffee shop?

Reception: There is one, yes, open 24 hours a day. Can you see the lifts? It's over
there behind them.

Guest: You mean the elevators?

Reception: Yes, that’s right. Behind them.

B. Fill in the table with necessary information about the services of the hotel.
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Ne SERVICE WHERE WHEN
1. haircut
2. travel agency — next to

hotel
3. 8 a.m. to midnight
4.

C. Summarize what services this hotel can provide to its guests.

Language Development

TEXT 2

Exercise 19. Look through the active vocabulary before reading the text and

try to memorize it.

Active Vocabulary

to contain smth

and so forth

intensively developed resort areas
self-contained resort complex

to be designed for smth

to be a feature of the hotel
gambling

swimming-pool maintenance

urban hotels

a notary public on the staff
to verify the signature on the documents

BMIIIIyBaTH MIOCh Y COO1

TOIIIO

n00pe po3BUHEH1 KYpOPTHI 30HU

OKpeMi KypOpTHI KOMIUIEKCH, IO
BMIIIYIOTh BCIO HEOOX1THY
1HDPaCTPYKTYPY, oOnaHaHHS 1
MOCITyTH

OyTH CTBOPEHUM, CIPOCKTOBAHUM JIJISI
4Oroch

OyTH XapaKTEPHOIO PUCOIO TOTEIIO
azapTHi irpu

TeXHIYHUM TEPCOHAJ, IO OOCIyroBy€
OaceitHu

roTeni, sIKI pPO3TAIIOBaHI y BEIUKHUX
MicTax

HOTaplyC y WITaTl TOTENIO

MIITBEPAUTH MIAMKUC HA JOKYMEHTaX

Exercise 20. Read the text. Choose the most suitable headings list (A — 1) for
each part (1 - 7) of the text. There is one extra heading which you don’t need
to use. There is an example at the beginning (0).
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A Trend in the Hotel Industry F  Business Facilities

B Necessity in Additional G  Convention Facilities
Personnel

C  Room Amenities H  The List of Services

D  Facilities in Modern Hotels I Entertaining Facilities

E  Catering Service

0 Facilities in Modern Hotel

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 facilities for social functions, conventions and conferences —
ball-rooms, auditoriums, meeting rooms of different sizes, 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 resort hotels so that the people who attend conventions
there can combine business with pleasure.

2

Another trend in the hotel industry is the construction of the self-contained
resort complexes. 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 include tennis courts and golf courses at
resort hotel. Many resorts are designed for winter sports such as skiing and ice
skating; 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 entertain guests, but the real profits
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come from the casinos. In Puerto Rico and other places, gambling usually acts as
an additional, rather than principal, attraction for hotels.

A few hotels, most of them in resort areas or large cities, include nightclubs
as a part of their operation. Sometimes 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 dancing,
a singer, a band, or a floor show, in addition to food and drink. The engagement of
a well-known entertainer obviously gives the hotel an excellent promotional
opportunity. The hotels in the gambling resort of Las Vegas, 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.

4

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

5

Catering, providing food and drink for transients, has always gone together
with accommodations. Food services are a feature 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
restaurants, often featuring different kinds of foods as well as different prices.
Hotels also normally provide "room service" — food and drink that are brought to
the guest’s room. In addition, catering service is 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 nightclubs outside the
hotels are a standard feature of the resort scene. They provide not only catering,
but also some kind of entertainment for the tourist who is bored with the limits of
the hotel life.

6
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Large urban hotels also provide special services for businessmen. A
commercial hotel, for example, can provide a stenographer to take dictation and do
typing for the travelling businessman. Some luxury hotels also give the guests
access to copying, internet, modem points, facsimile machines, computers with
printer, scanner, word processor and other machines. Many large hotels also have a
notary public on the staff to verify the signatures on documents.

7

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.

Exercise 21. Fill in the correct word from the list below. Use the words only
once.

foods and prices intensively developed  promotional as well
advertisement athletes pleasure outdoor

other facilities ...

... resort

to combine business with ...

a form of ... for motel

to provide ... activities

an excellent ... opportunity

to hire professional ... to give lessons in tennis
to feature different kinds of ...

© N s WN R

Exercise 22. Fill in the correct preposition, then choose any five items and
make sentences of your own.

recreational facilities ... social functions

to combine business ... pleasure

the construction ... the self-contained resort complex
real profits come ... the casinos

... addition ... food and drink

to be carefully tended ... a special staff ... groundkeepers
food and drink always go ... ... accommodations

O N OAWNE

a standard feature ... the resort scene
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Exercise 23. A. Find the synonyms in the text to the following words:

B. Change the words in the sentences from the text into their synonyms.

and so on

to visit conferences

to accommodate guests
additional staff

to advertise in the media

to be bored with restrictions

of hotel life

city hotels

the greatest variety of
services

Exercise 24. A. Find the opposites in the text to the following words:

indoor activities
to keep in secret entertainers and

permanent personnel
to be pleased with the limits of hotel

their salaries

life

B. Change the words in the sentences from the text into their opposites.

Exercise 25. Find the equivalents to the following Ukrainian
combinations.

3aJ1 JUI1 KOKTEHIIIB;

word
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BIJIBITyBaTH CUMII031yMH, KOH(EpEeHIIi;

CBOE€piHA PEeKJIaMa JIJIsi MOTEJIIB;

IIPOTIOHYBATH PI3HOMAHITHI BUJIU JIISUIBHOCT1 HA CBIX)KOMY TOBITPI;

a3apTHI iTPH K TOJATKOBA aTPAKIIIS JJIS TOTEIIB;

BIJIMTOBIIaIbHICTh, 000B 30K BiJTUTY XapdyBaHHS 1 HATOB;

HaJIaBaTH TOTEJIO BIAMIHHY MOXKJIMBICTh PEKJIaMU;

YuUM BHIIIA IIJIaTHA, THM Kpamnﬁ aHiMaTOp;

HaiiMaTu JOJIaTKOBUN TEXHIYHUM MEPCOHAIT;

AaBaTu IoCTAM YPOKHU 3 TeHicy;

TUTIOBUI CyYaCHH rOTellb 3 yCiMa 3pyYHOCTSAMH;

peanbHUM 10X11;

HaJlaBaTH CIEliaIbHI MOCIYyTH O13HECMEHaM;

3aKOHHUI O13HEC;

3aMyUCyBaTH MiJl JUKTOBKY Ta APYKYBaTH;

nocTyn o IarepHery;

MaTH CHeIlajJbHOr0 HOTapiyca y IITari;

Oap, po3TaimioBaHuii 617151 6aceiny;

nepetik crerialbHUX MOCIYT;

PIBHUTHCS 32 MICIIEM 3HAXOKEHHSI 1 32 KIIIEHTYPOIO TOTEIIO
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Exercise 26. Match the words on the left with their definitions on the right:
The first one has been done for you.

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

2.  tocater b. aplace where people regularly go for holidays

3. togamble a place where people play cards or other games

/ for money

4.  casino d. to provide and serve food and drink at a public or
private party

5. convention e. the right to use something

6.  access a group of people gathered together with a shared
purpose

Exercise 27. Answer the questions to the text.

1. What are some of the different varieties of accommodations that are available to
travellers nowadays?

2. What facilities are usually available in large, modern hotels?

3. What is a "self-contained resort complex"? Give examples.

4. What is the relationship between hotels and gambling in some places?

5. Give examples of a resort development that includes many different kinds of
accommodations.

6. What catering services are available in different kinds of hotels?

7. What business facilities can big hotel provide?

8. How and why are hotel nightclubs operated? What do nightclubs offer?

9. What promotional opportunities does a nightclub give to the hotel?

10.What are some of the personal services offered by hotels?
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11.What are some of the services hotels offer for travelling businessmen?

12.What kind of hotel offers the greatest range of special services?

Writing

Exercise 28. Write the derivatives to the following words. Consult the
dictionary.

modern

to exhibit
industry

to provide
to entertain
additional
service

to include
catering
luxury
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Exercise 29. Use the clues to fill in the missing letters. All of them denote
places in hotel and catering establishments. The first letter is given for each
one.

1. The passageway between several rooms. C (8 letters)
2. Guests can buy newspapers and magazines here. k (5 letters)
3. Here you can sit outside your bedroom in the sun. b (5)

4. Bedding and clothes are cleaned here. 1 (7)

5. Another word for foyer. 1 (6)

6. Guests can enjoy a long drink here. b (3)

7. Guests can eat and drink outside here. t (7)

8. Guests can sit comfortable and relax here. 1 (5)

9. Climbing these to the sixth floor is tiring. S (6)

10. Guests attending functions hang their coats here. C (6)

11. A quick way to reach the sixth floor. 1 . 4)

12. Food is cooked here. k ... (7

13. The place for a wedding reception. b ...t ... 44
14. Guests can enjoy gambling here. C (6)
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Exercise 30. Fill in the missing words in the sentences below. Choose from the
following. Use each word once only, although there are more words than you
need. Read the whole text first before trying to fill the gaps.

attractions destination festivals nature
conveniences displayed galleries resort
countryside escorted guides ruins
courtesy events itinerary scenery
cruise excursions locality souvenirs
daily ferries museums

Visitors arriving at the hotel will be interested to know what is on offer.
Many hotels will arrange (1) ...  tours by coach, or on foot to visit local (2)

. These may include historic (3) ... ,art(4) ... or(5) ... where
objects from the past can be seen.

Many people prefer to spend time out of doors and like to travel into the (6)

, where they can enjoy and photograph the (7) ... . The hotel can arrange
half-day or full-day (8) ... andadetailed (9) ... will inform the guests of
the exact route which will be taken. Guests are normally given some time to visit
shops where they often buy (10) ... to remind them of their holiday when they
return home. Alternatively, they may enjoy a (11) ... on a boat on a river or
canal.

During the year there are many (12) ... taking place in the local area.
Information about the time and place of these should be (13) ... in the hotel so
that guests are aware of what is going on. The hotel can expect to be very busy
when national or local (14) ... are taking place. Some of these are famous all
over the world and attract many visitors.

Exercise 31. Translate in writing the following sentences from Ukrainian into
English. Use the topical vocabulary instead of underlined word expressions.

1. Torens "Reinolds", 4*, po3ramoBaHuii HemomadiK BiJ HapKy 1 KOHIpec-
IIEHTPY, 3HAMEHUTHUI CBOEIO 3aTHIIHOI CIMEMHOI atMocdeporo. Y roteni €

pecTopas, Oap, OaceiiH, Macax, QiTHEC-LIEHTpP, NApKOBKa. Y KOXHOMY HOMEpI

roTeNo OKpeMa BaHHAa KiMHATa 3 JylieM a0o BaHHOIO, TEJIEBI30p, TeIe(OH,
pazio, MiHi-0ap, ¢eH.

2. T'orens "KopomiBcbkuil 3aMOK" MPOIMOHYE CBOIM T'OCTSIM MPOCTOP1 KIMHATH Y

[IaCTENbHUX TOHAX, 1AeadbHl JUId BIAMOYMHKY 1 g podoru. KimHatu

BUIIIYKAHO YMeOJIbOBaHIl, 13 CYYaCHUMH 3PYYHOCTSIMH, 3 MATLOBHUYHUM BHIOM
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Ha 03epo, mapk abo OaceliH. ['oTens — imeaTbHAN A1 CIMEHHUX MMap 3 JITKAMU:
IUTSYl MalJIaHYUKH, ITPOBI KIMHATH, 0arato pi3HUX BHIIIB IiSJILHOCTI Ha

CBI)KOMY ITOBITDI.

3. T'orens "llpem’ep IManan" y KueBi — oauH 13 mepmux 5* rotemiB B YKpaiHi,
po3TamoBaHuil y camoMy 1ieHTpi KueBa. XapakTepHOIO PUCOIO IIHOTO TOTENIO €

10 TemaTWuyHHX HOMEpIB, OOJIATHAHMX Ta YMEOJIbOBAHMX Y BIAMOBIIHOMY

CTWIII, Hampukian, Homep JlroboB OpioBoi, M. bynrakosa, Hi-tech,
FeThbMAHCHKUNA Ta 1HINL. [OTElIb Mae HEe JUWIIE amapTaMeHTH Ui KYpIUB Ta

HEKYpIIiB, a, HaBITh, 1 Taki MOBepXu. ['0Tenpb — i1eanbHuit 17151 O13HECMEHIB. TyT
peKpacHU O13HEC-1IeHTD, o0JiaTHaHUM CYYacHUMU 3aco0amu:

KOMH’IOTCpaMI/I, IIPUHTCPAMU, HIBI/II[KiCHI/IM JOCTYIIOM B IHTCDHGT, Q)aKcaMI/I

Ttomo. Jlns mpoBeneHHS KOH(MEpEHIN, CUMIIO31yMiB TOTElIbh MPOMOHYE
CodiiBepkuii I'pang Xomn Ha 400 oci® Ta JeKiIbKa MEHIIUX 32 pPO3MipamMu
KOH(epeH-3a1iB: MuxaiiniBcbkuid, BonoguMupcekuii, AHIP1iBCbKUN.

Exercise 32. Write a list of as many as possible hotel facilities, amenities and
services in 3 groups. Using your list, compile an advertisement of your own
hotel.

Hotel Pubic facilities Room Amenities Ancillary Services

Speaking Skills

Exercise 33. A. Many guests have special needs. What extra facilities would
the following people require or find useful? Match with the column on the
right.
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a person in a wheelchair

an elderly person

a family with a baby

a family with young children

a blind person

a
b
C
d
e.
f,
g
h
i

j.
k
.

organized games and activities
nappy-changing facilities in toilets
a resident nurse

push-chair

special wide doors

a courtesy bus to the town centre
ramps at all stairs

a playground and / or play-room
hoists in bedrooms

lifts to all floors

notices in Braille

a low-level front desk

B. Decide with a partner what other categories of people would require

such extra facilities as:

- larger beds

- longer beds, taller chairs and tables
- shower heads with longer adjusting rails

- wider airplane seats

- baby cots

- baby listening facility
- baby sitting

C. Complete the sentences by choosing a word from column A and a
word from column B. The first one has been done for you.

A
play-
safety
stair
king-
resident
wheelchair

nappy-
courtesy

1. If the weather is bad, the children
ground floor.

B
access
size
nurse
rail
bus
changing
lift
room

at the hotel can use the play-room on the
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2. In order to cater for guests who have babies, we have installed
facilities in the toilets.

3. There’s no need to get a taxi from the airport, we provide a

4. Because many of our clients are elderly, we have a ... in case they need
medical attention.

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

6. One of the toilets on the ground floor has been widened to provide
for disabled guests.

7. The number of our rooms now have ... beds as we have had
complaints that the beds were too small.

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

Exercise 34. A. A potential guest is phoning a country house hotel to ask about
differences between the rooms. Fill in the gaps with the comparative or
superlative forms of the adjectives in brackets. The first one has been done for
you. Read the dialogue with your partner.

HOTEL:
GUEST:

HOTEL:

GUEST:
HOTEL.:

GUEST:
HOTEL.:

- Good afternoon, Carlton Court Hotel. How can | help you?

- Good afternoon. I’'m phoning to ask about the three suites you
feature in your brochure — the Nelson, the Clive, and the Drake. I’'m
trying to decide which one would be *the most suitable (suitable) for
me. Are they all more or less the same?

- No, they are all individually designed. I’ll start with the Nelson
suite — it has a single bed, a sitting-room and an en-suite bathroom. It
costs £65 per night, so it’s ° (cheap) of the three

suites, but of course it is also * (small) of the three
because it’s for one person.
- How much * (big) are the other two?

- About twice the size. The Clive is quite a lot °
(spacious) than the Nelson, and has a double bed, en-suite bathroom,
a sitting-room, and a small dining-room. It’s a little

° (expensive) and costs £85 per night per person, but
that does include dinner for two. It’s the only suite on the top floor,
so it has ’ (good) view of the city.

- And what is the Drake Suite like?

- Well, it’s £105 per person per night including dinner, so it’s our
8 (expensive) suite, but it’s also our °
(popular) one, and reservations need to be made
well in advance. It is *° (large) than either the Clive
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or the Nelson, and it’s * (quiet) than them because
it’s at the back of the hotel.
GUEST: - Thank you very much. I’ll be in touch again soon.

B. Describe the facilities of three suites: the Nelson, the Clive, and the Drake.

Exercise 35. The White Lion Hotel is old. Hotel inspectors have just visited it
and made a number of recommendations for structural changes and new
facilities to fit in with government regulations and allow guests with special
needs to stay.

1. Read the list of recommendations.

A. Which do you think are essential?
B. Establish an order of priority.

Recommendation Priority Approx. cost
Install lift to upper floors 0 £8,000
Widen doors to all communal rooms O £1,000
Build safety-rail on steps to entrance O £500
Build outside fire-escape (from upper - £2.000
floors)
Build extra toilets (including one with
wheelchair access) near bar, to replace O £2,000
existing outside toilets
Fit smoke alarms O £200
Install electric stair-lift for wheelchair
access to first floor (alternative to existing O £1,000
hidden service lift)
Put ramps on all outside steps O £500

2. The hotel owners have calculated how much each alternation will probably
cost. In addition to the inspectors’ recommendations, they also want to
make other changes to improve the hotel. They have a total budget of
£30,000 for all the alternations.

In groups, look at the two lists and decide what you are going to spend
the money on. Then compare with another group.
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Alternation Approx. cost
Redecorate throughout hotel £3,000
Install central heating on top floor (other floors

already have it) £2,000
Convert attic to extra room £4,000
Build extension on bar (extra seating) £9,000
Build children’s play area in corner of garden £2,500
Build tennis courts in grounds £3,000
Refit all bathrooms (twenty rooms) £1,000 per room

Exercise 36. A. Some guests of the hotel need help. Advise them what to do.
Now read the questions below. There are clues to each answer. Write
complete answers. The first is done for you.

1. Would it be possible to get these suits dry cleaned?

Contact — Laundry Manageress (she)

Contact the Laundry Manageress. She’ll dry clean them for you.
2. I’ve torn my dress. Is there anywhere I can get it sewn?

Take it — valet (he)

3. Can | fix a time for a workout in the gymnasium?
Talk to — Receptionist at the Sports Complex (she)

4. Can | make an appointment for the hairdressing salon?
Have a word with — Salon Assistant (she)

5. We’re going walking all day tomorrow. Would it be possible to get a packed
lunch made up?
Phone — Room Service Waiter, extension 200 (he)

6. Can | get my car parked in the underground park?
Just contact — Car Park Attendant, extension 315 (he)

7. Would it be possible to arrange a wake-up call?
Just speak to — Front Office Clerk (she)

B. Now act out the inquiries and answers with a partner. If you like, you can
add details and phrases to make the conversation more realistic (E.g.
"sir', ""'madam®’, details about places and times).
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Exercise 37. Act out small dialogues with your partner. Here are the phrases
you should use.

It opens at (9.30).

It closes at (5.30).

1t’s open from (9.30) till (5.30).
It’s at (7.30).

It starts at (7.30).

... and goes on till (1.30).

Answer these inquiries with references to the notices below:

1. Can | buy postage stamps in the hotel?
2. Is there anything for guests to do tonight?
3. Is there anything for children this afternoon?
4. |s there anywhere | can go dancing in the hotel?
5. Would it be possible to get some beauty treatment?
6. Is there anywhere | can buy a bunch of flowers?
(A) POST OFFICE (D) Dance to the Disco Beat
8.30-12.30 Great disco entertainment — every night
1.30 — 4.00 10 p.m.—2a.m.
' ' Neptune’s Cave
(Basement — opposite Deep Sea Bar)
(B) Gloria’s Beauty Parlour (E)
Gone to lunch - Flora’s Flowers
back 215 - 1015 _430
(©) HIBINGO!!! (F)
(lottery game — fun for all) SHOW FOR YOUNGER GUESTS
East Lounge 8 p.m. 3.30 —5.00 (Green Room)

Exercise 38. Sunny Tours Company is thinking of including the Marine Hotel
in their list of Turkish hotels. Read the dialogue and then write "*N" next to
the features which the hotel has now, and ""P'" next to the features which are
planned:
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Twins / doubles with balcony and beach view .............................
Twins / doubles with garden view ..o
Deluxe doubles .....ooneiiii e
Family r00mS ......oeii
INtErcoONNECtING TOOIMS ...euuit ettt ettt et et et e e e eeeeeaenns
Restaurant ...
PoolSIde bar ..o
Use of watersports club facilities ..............oocoviiiiiiiiiiiiiiii .
SWIMMING POOL .. ..o

Sunny

- So, you’ve got a swimming-pool and a restaurant. Any other

Represent facilities?

ative:
General
manager:

SR:

GM:

SR:
GM:

SR:
GM:
SR:
GM:
SR:

GM:

- Not yet. But we’re going to try to negotiate a deal with the water
sports club so that our guests can use their facilities. And we’re also
going to build a poolside bar during the winter.

- Good idea. Now, let me see ... you’ve got 120 rooms altogether, is
that right?

- Yes. At the moment there are 120 rooms plus two suites, each with
its own jacuzzi and private bar. Our twins and doubles are divided
into two categories. There are some with balcony and beach view,
and then there are a number of rooms with garden view.

- What about family rooms?

- We have eleven family rooms. At the end of this season we’re
going to start building an extension with thirty deluxe doubles.

- Mmm ... I see. Are all the current rooms en suite?

- Yes. They all have got private bathrooms with bath and shower.

- Good. Are any of the rooms interconnecting?

- Yes. There are a number of interconnecting doubles on each floor.
Twenty altogether.

- Right. Well, perhaps, we should go in and take a look at those
rooms now. I think it’s going to rain!

- Yes. I think you’re right. Not a very good selling point!
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Talking Points

Exercise 39. Here are three ads of the hotels. Read the description of the
location and hotel facilities and compare them. Use the following questions as
prompts.

Which hotel:

Alexander Helena Apollo
Hotel Hotel Hotel

Is the biggest

Is the most luxurious

Has the best facilities

Has the widest choice of restaurants

Has the best transportation

Is the cheapest

Alexander Hotel *****
420 rooms
2 restaurants, bar, 2 pools, 6 tennis courts, 2 squash courts, Jacuzzi
10 minutes’ walk from beach

£380 (for 7 nights)

Helena Hotel***
320 rooms
restaurant, bar, tennis court
15 minutes’ walk from beach

£290 (for 7 nights)

Apollo Hotel****
540 rooms
restaurant, pool, 2 tennis courts, shop

5 minutes’ walk from beach
£310 (for 7 nights)

Exercise 40. When visiting another city people often have to stay one or more
nights at a hotel. What do you look for in a hotel? Mark what you think is:

- essential

- preferable

- unimportant

63




Good food
Access to a fax
Friendly staff
A double bed

A bar

A sauna

A car park
Room service
Cleanliness
Sports facilities

A fridge in the room

Conference facilities

A private bathroom

A central location

A telephone in the room
Part of a well-known
chain

A restaurant open to non-
residents

Proximity to an airport or
station

Exercise 41. Describe the accommodation, its services and facilities for
different categories of travelling people:

1. ordinary people

2. people with extra needs:

- the blind;
- the disabled:;

- extra-tall people;

- extra fat (overweight) people;
- families with a baby;

- families with children;

- elderly people.
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UNIT 3

READING

- Hotel Organization

- Small Hotels:
advantages and
disadvantages

- Dialogues on Hotel Jobs
and Their Duties

- Housekeeping and
Maintenance

- Duties of housekeepers

- Working hours

- Dialogues between
receptionists and hotel
guests

VOCABULARY

- Words related to
different hotel jobs

- Daily duties

- Names of hotel
departments

- Nouns and
corresponding verbs
and adjectives

- Complex nouns

SPEAKING

Expressing opinions

Giving definitions

Discussing responsibilities of
the hotel staff

Describing people and their
jobs

Solving hotel guests’
problems
Informing of the qualities
and qualifications of the
hotel staff
Presenting own ideas on

running a small hotel
Reporting on requests

WRITING

- Filling in the table with
the information
-Mediation

-Describing hotel
structure

-Writing an essay on
advantages and
disadvantages of running
a small hotel

HOTEL STAFFING AND INTERNAL ORGANIZATION

Lead-in

- Who is the head of the hotel?

- What makes a good hotel

characteristics: A good hotel manager should:

manager? Choose the most important

- like people; - have good computer - possess a sense of
skills; humour;

- like variety; - be able to entertain - beagood psychologist
people;

- be charming; - understand body - pay attention to routine
language; detail;

- have good financial - be organized; - know at least one

skills; foreign language
Reading

TEXT1

Exercise 1. Look through the active vocabulary before reading the text and
try to memorize it. Then read the text and write out in the vocabulary the
unknown words and word combinations.

Active Vocabulary

allocation of the duties PO3MO/IiJ 000B’SI3KIB
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to function as one unit (YHKITIOHYBaTH SIK €AUHUAN TAPO3ILI

to supervise all areas of operation KOHTPOJITIOBATH BCi chepH ITisUTBHOCTI
to relate to OB’ SI3yBaTH

departmental heads T'OJIOBH ITiIPO3/ILIIB

the focal point TOJIOBHHH ITyHKT

to carry out BUKOHYBaTHU

innumerable tasks HE3JIIYCHHA KUTbKICTh 3aBIaHb
up-to-date-minute records OCTaHHI 3aIucu

handle enquiries MaTH CIPaBY 3 MUTAHHSIMHU

Hotel organization means the arrangement of staff and the allocation of their
duties and responsibilities so that the whole establishment functions as one unit. It
Is important that there are clear lines of authority and good lines of
communications.

The organization of a hotel will depend on its size and type. In a small hotel
the organization is simple, with a manager or manageress supervising all the areas
of operation. Communications are therefore usually direct and easy, and the staff
are able to relate their work personally to that of other departments. As a hotel
increases in size, however, the tasks have to be subdivided into separate units of
work and supervised by section heads; and in a very large hotel the unit of work is
such that under departmental heads the staff specializes only in one aspect, and
there is little opportunity to relate their individual efforts to the whole organization.

Thus, we can say, that so many hotels, so many hotel organization, and what
Is suitable for one hotel is not necessarily suitable for another.

Here is an example of a small hotel organization:

Manager / Manageress

Reception office

I |
Bars Housekeeping Catering

Maintenance

But an organization chart for a medium — sized hotel is in this figure.
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General Manager

Sales and Food and Front of Personnel Purchasing
Marketing beverage Accountant house manager manager
manager manager manager
Head chef Restaurant Banqueting Head Head
manager manager receptionist housekeeper

In all hotels the reception office is the focal point. Receptionists are expected
to be tactful, diplomatic, and capable of dealing with members of the public as well
as carrying out innumerable tasks that ensure the smooth and efficient running of

the office.

Whether it is the reception of a medium — sized hotel, or of a large hotel with
clearly defined areas for advance reservations, cashier and billing, accounts,
telephone and front desk reception, its function is to:

1. Sell accommodation.

Receive and welcome guests.
Check — in and register guests.
Check — out guests and deal with the settlement of their accounts.
Handle enquiries and complaints and provide information.
Deal with advance reservations.
Allocate rooms.
Chart all reservations.
. Keep up-to-date minute records of room status.
10 Handle incoming and outcoming mail.

11. Deal with telephone communications.

©OoNo s WD

12. Attend to all duplicating and photocopying.

13. Maintain good communications with all departments.

In the average — size or small hotel these tasks could be centralized and dealt

with by the brigade of receptionists in one office.

67




Exercise 2. According to the text choose the correct item.

1. Hotel organization means ...
A the arrangement of the hotel personnel so that it ensures close
efficient liasion.
B the arrangement of the staff and the allocation of their duties so
that it makes the hotel profitable.
C the arrangement of the staff and the allocation of their duties and
responsibilities so that it functions as one unit.

D its functioning as one unit.
2. What does the organization of a hotel depend on?
A It depends on a number of departments in the hotel.
B It depends on the location of the hotel.
C It depends on the classification of the hotel according to stars.
D It depends on its size and location.

3. — Is the hotel organization the same in all types of the hotels?
— Of course not, because ...
A hotels can be big and small, from a lot of people to 2-3 men
establishment.

B what suits one hotel does not necessarily suit another.
C every hotel has its own peculiar subdivision of the departments.
D the tasks of the hotels staff are subdivided differently.

4. What is the focal point in any hotel?
A It’s the reception desk.

B It’s the reservation department.
C It’s the housekeeping department.
D It’s the accounting department.

5. Receptionists are expected to be ...

A able to work under pressure and deal with the public and the
staff.

B tactful, diplomatic and capable of dealing with the public and
the staff.

C able to carry out innumerable tasks of the hotelier.

D tactful with the staff to ensure the smooth and efficient running
of the hotel.

Exercise 3. Ask questions to fit the answers.
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Hotel organization means the arrangement of staff.

2. ?

There are clear lines of authority and good lines of communication.
3. ?

The organization of a hotel will depend on its size and type.

4, ?

The staff are able to relate their work personally to that of other departments.
5. ?

Yes, there are. There are many hotels and many hotel organizations.
6. ?

In all hotels the reception office is the focal point.

7. ?

Receptionists are expected to be tactful, diplomatic and capable of dealing with the
public and the staff.

Exercise 4. Find in the text answers to these questions.

1. What does hotel organization mean?

2. What is important in hotel organization?

3. The organization of a hotel will depend on its size and type, won’t it?

4. What are managers’ and manageress’ duties and responsibilities?

5. What changes are taking place when a hotel increases in size?

6. What is the difference between small-sized and medium-sized hotels?

7. What are receptionists expected to be?

8. Name some functions of the reception office.

Exercise 5. Daily Duties.

A. Darina Farrell is the Assistant Housekeeper in the Bahama Beach Hotel in
the Caribbean. Read in pair the interview with Darina and answer the
questions.
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1. What are SOs?
2. What are COs?

Interviewer: So, what do you do at the beginning of the day, Darina?

Darina: I usually go to reception and meet the head housekeeper. There's usually a
printout from the computer telling us which rooms are 'stay-overs' and which
ones are 'check-outs'. We call the rooms 'SOs' and 'COs'.

I: SOs and COs?

D: That’s right. An SO, or stay-over, is a general routine clean. We change the
sheets every two days, towels every day if necessary, and clean the
bathrooms.

I: And what about the bedrooms?

D: In the bedroom we make the bed, clean and tidy up. If people are staying over,
we just give it a quick tidy and don’t disturb their things.

B. What do the housekeepers usually do if they have an SO? Tick (V) the
phrases you read.

a) change the sheets
b) use the computer
c) check the soap

d) change the towels
e) clean the bathroom
f) make the bed

g) tidy the bedroom
h) use air freshener

Exercise 6. Darina talks about her working hours. Read the interview in pair
and answer the questions.

1. How many days a week does she

work?

2. How often does she work at the
weekend?

3. When does she have some free
time?

4. What hours does she sometimes
work on Mondays?

70



I: So how many days a week do you work?
D: Six days a week.

I: And do you have to work on Saturdays or Sundays?

D: | always work on Saturdays or Sundays.

I: So do you have any free days?

D: I always take Tuesdays or Wednesdays.

I: And what time do you finish work at the hotel?

D: | often work from nine to one, or nine to two, but on a very busy day, especially
if it's a Monday with a lot of check-outs, sometimes I don’t finish until three
in the afternoon.

Exercise 7. Read in pair about Darina’s duties and complete the notes.

I: What are you responsible for as Assistant Housekeeper?

D: Well, | help the Head Housekeeper. We're responsible for about six people, six
chambermaids, but sometimes eight in the summer with full occupancy. One
of my main duties is to train new staff. Usually, on their first day, they stay
with me all day. Then on the second day, they work with one of the
chambermaids. | also have a bleeper so that people can contact me in case
they have problems or any questions. When people have cleaned their
rooms, | check everything's OK before the new guests check in.

1. She’s responsible for six to ... chambermaids.

2. One of her main duties isto ... new staff.

3. She has a bleeper so that people ... her.

4. After the chambermaids have cleaned the rooms, she ... that everything
is OK.

Exercise 8. Train your pronunciation.
Which word does not have the / h / sound? Use a dictionary and transcribe the
words. Practice saying them.

hotel | hospitality | holiday hours | housekeeper | happy help
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Vocabulary Practice

Exercise 9. Hotel Jobs.
Match the jobs with the duties. Use the dictionary to help you.

1. chambermaid a) carries guests’ bags to their rooms
2. hotel manager T b) cleans guestrooms

3. bartender C) serves guests in the restaurant

4. accountant d) manages all the hotel staff

5. concierge e) serves guests at the bar

6. porter f) finds business for the hotel

7. waiter g) gives information and helps guests
8. marketing manager h) does the hotel’s finances

Exercise 10. Whose job is it?
Write the number of each description next to the correct person.
Use a dictionary to help you.

advance reservation | ... | chef pantry maid

clerk

dispense bartender

pastry cook

banqueting manager

enquiry clerk

personnel manager

cashier head waiter receptionist
cellarman housekeeper
house porter waitress

=

Someone has to make sure that everything in the guests’ room is in order.
Mr and Mrs Murphy would like to discuss arrangements for their daughters’
wedding reception.

The guests’ bills need to be prepared.

Someone has to make sure there is enough wine, beer and spirits.

The sheets and towels have to be taken upstairs.

Four guests have just entered the restaurant.

The waiter wants wine and beer for his tables.

A special cake should be made for the functions.

The busy summer season is approaching and more staff are required.

10 Someone should plan the cooking times for dinner.

11. This letter booking two rooms for next month needs a reply.

12. Someone has to welcome guests and complete the registration form.

13. Someone has to prepare early morning teas.

N
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14. Guests at table 8 are ready to order.
15. A lady on the telephone wants to know if there is a room available at the
weekend.

Exercise 11. As it was mentioned in the text hotels can be organized in
different ways, and the names of jobs and departments vary from average-
sized, small or large-sized hotels. But there are certain departments which we
can find in most hotels. Match the places on the left with the words on the
right:

a) where guests eat Housekeeping

b) where food is cooked Restaurant

c) where guests make reservations, check in Kitchen

and check out

d) where bills are added up and money matters Front Office or Reception
dealt with

e) the department that makes sure the hotel and Cashier’s Office

the rooms are clean, and everything in the

rooms is in order

) where guests drink alcoholic or soft drinks Bar

Exercise 12. Answer the clues to find the hidden word. The first one has been

done for you as an example. All words refer to the hotel staffing and internal

organization.

1. I work in the ...  Department — we are responsible for ordering and
buying everything that the other departments need and for keeping control of
stocks. (10 letters)

2. Some large hotels have a Officer who hires new employees,
conducts interviews, and generally looks after the staff. (9)

3. There’s no problem if you come back after midnight — the night ... will
let you in. (6)

4, Inthe ... Department, we are responsible for paying bills and salaries,
and for the financial side of the hotel. (8)

5. There’s vacancy fora ... at the Medici Hotel — the job involves cleaning
the guests’ rooms, making the beds, and making sure that everything looks
right. (11)

6. Asa ... ,youwill be expected to look after guests’ special requests, and

you’ll have to make theatre bookings, organize tours, travel arrangements, and
so on. (9)
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7.

10.

11.

12,

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

The General ... has overall responsibility for the running of the hotel. (7)

The restaurant are looking for an experienced ... with good pastry skills
who can produce imaginative cuisine. (4)

I’ma ... ,sopartofmy job isto welcome the guests and give them their
room keys; you need to have a friendly, outgoing personality for this kind of
work. (12)

Peter is the head of the ... Department, so contact him if you notice
anything that needs repairing. (11)
The 1s in charge of the cleaners and chambermaids, and is

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

'PlUIRICIHIA|S |I [N |G

2

3

10

11

12

Exercise 13. Describing people and their jobs.
A. Complete the table of nouns and adjectives. The first one has been done for

ok wNE

you. Use a dictionary if you need to.

Noun Adjectives
enthusiasm enthusiastic
experienced
friend
able
relevance
permanence
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10.

responsible

availability

aware

suitability

B. Fill in the gaps in the following sentences using either the noun or the

adjective in each pair of the table. The sentences are not in the same order
as the table.

E.Q. She’d be marvellous at organizing children’s activities because she’s got lots
of enthusiasm.

1.

I’m rather shy and reserved, so I don’t think a job in Reception would be

for me.
Please send us a letter and a CV giving details of your qualifications and
experience.
I’m surprised that she has decided to leave. I wasn’t ...  that she wasn’t
happy here.
If you want to work in Front Office, you have to develop the ... to do
three things at the same time.
She is always happy, smiling, and ... , so everyone likes her.
I have several years’ ... of working in a large hotel.
The Head Housekeeperis ... for making sure that the rooms are kept in
good condition.
Could you phone Mr. Peters and ask him when he would be ...  for the
interview?

| worked there on a three-month contract but | did well and at the end they
offeredmea ... job.

Exercise 14. Complete the table of nouns, adjectives and verbs. The first one
has been done for you. Use a dictionary if you need to.

No gk owde

Noun Adjective Verb
motivation
charm
excellence
enthusiasm
pleasure
success
variety
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Language Development

TEXT 2

Exercisel5. Look through the active vocabulary before reading the text and
try to memorize it.

Active Vocabulary

to share the duties PO3IIIATH 00OB’I3KH

to plunge arms in soapy water 3aHYPHUTH PYKH Y MHJIbHY BOJY
a challenge BUKIIUK

inheritance cralmHa

regular clientele HOCTIHHI KIIIEHTH

to make a lot of fuss 3YHHUTH Trajiac

personal touch THAVBITYaTBHHM TT1TX1]T
turnover of stock TOBapOOOIr

charm and wit 1apM 1 IOTEMHICTh
tourists flock NOTIK (HAaIUIMB) TYPUCTIB
labour turnover rate IUTMHHICTD KaapiB

Exercise 16. Read the text about small hotel which has quite different staffing
requirements. Choose the most suitable heading from the list (A — H) for each
part (1 -6) of the text. There is one extra heading which you don’t need to use.

A Con’s and Pro’s of a Small Hotel E Small Hotel Staff
B Workaholic Hoteliers F Kitchen Garden
C Family Affair G The Need of Changes
D Wise Solution H Personal Touch
0 B Workaholic Hoteliers

Gerard and Sylvie Bonnet have been sharing the duties of running their ten-
bedroomed hotel in the Dordogne for the past fifteen months. In that time, they
have taken just three days off work: two for funerals and one for a weeding (their
own). On my travels, | have met quite a few of these young, workaholic hoteliers.
“What makes you do it?” I ask Gerard, whose arms are plunged deep in soapy
water.
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“We both used to work for a large, famous hotel in Paris,” he replies. “I
became the Front Office Manager and Sylvie was my assistant. It was great, but
after a while we felt that we needed a change. We wanted a challenge!” It was not
long before Gerard was faced with one which came as an inheritance: “Le Petit
Bijou”. They have not looked back since.

“We have a very regular clientele, which we inherited with the building”,
adds Sylvie. “This means it has been easy to plan ahead, but naturally there has
been some resistance to change. For example, | was about to fill in the old well at
the front of the drive with concrete, but some of the guests made such a lot of fuss
that I couldn’t!”

The best thing about running a small hotel”, says Gerard in his impeccable
English, “is that we can provide our guests with the personal touch. Only having a
few customers at a time, | soon learnt how Monsieur Lefevre likes his eggs cooked
and what brand of cigarette he smokes.”

Of course, the small hotel suffers from a slow turnover of stock. Unusual
items might simply perish of old age while waiting to be used. Sylvie’s solution is
simple: “If we suddenly need something, we send our “petit Jacques” to the local
hypermarket. “Only nineteen, Jacques, Gerard’s younger brother, also came with
the hotel. He exudes Gallic charm and wit and genuinely does not seem to mind
the heavy workload.

Set in the stunning green paradise that is the Lot. Le Petit Bijou looks set for
a rosy future. Tourists flock to the area in their thousands come summer. But a low
occupancy rate in the winter quarter means the Bonnets have fewer permanent staff
than they would like. Fortunately, they do not suffer from the high labour turnover
rate that some small hotels do, but that is because they rely heavily on the largely
untrained help of family and friends when the big rush is on.
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From the bedroom window, admiring the view | see Gerard loading his

Citroén van with produce from the kitchen garden at the back of the house. “In the
low season we produce more than we need, so we sell any extra to the local stores.
I try to get the best price, but I’'m not so good at — how do you say — bargaining?,
he tells me over a glass of wine at dinner on the eve of my departure.

Exercise 17. Fill in the correct word from the list below. Use the words once.

O N O WNE

challenge personal occupancy days
workload price bedroomed resistance

ten- ... hotel;

totake ... off work;

to face witha ... ;

to change;

to provide customers with ...  touch;

not to mind the heavy ... ;

low ... rate;

to get the best

Exercise 18. Fill in the correct preposition, then choose any five items and
make sentences.

o ~ wnp e
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quite a few ... workaholic hoteliers;
resistance ... change;

to fill ... the old well ... concrete;

to make a lot ... fuss;

to say smth ... impeccable English;

to suffer ... a slow turnover ... stock;
to look set ... a rosy future;

to rely ... the untrained help of family.
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Exercise 19. A. Find the synonyms in the text to the following words:

- high season

- to be located in  beautiful
surroundings

- local shops

- unskilled help of family and friends

B. Change the words in the sentences from the text into their synonyms.

Exercise 29. A. Find the opposites in the text to the following words:

high season

at the back of the drive
usual items
complicated solution

B. Change the words in the sentences from the text into their opposites.

Exercise 21. Find the equivalents to the following Ukrainian word
combinations.

— KepyBaTh MajieHbKUM |0-KIMHATHUM TOTEJIEM;

— Tmpanento0Hl TOTENbEPH;

— TOoTpeOyBaTH MEBHUX 3MiH;

— 3ITKHYTHUCA 31 CIIPABXHIM BUKIIUKOM;

— JIETKO IUIAaHYBaTH POOOTY TOTENIO 3a3/1aJIeT1/b;

— YUHWUTHU OMIp 3MIHAM;

— 34YHUHWUTH Tajiac;

— 3a0e3MeYnTH TOCTEH TOTENIO 1HUBITyTBHUM IT1IX0I0M;

— MaTH OJJHOYACHO HEBEJIMKY KUIbKICTh TOCTEHN y TOTENI;
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— CTpakJaTH BiJ MOBLIBHOTO TOBApOOOITY;

— 3IICyBaTHCS B CTAPOCTI;

— BUIIPOMIHIOBATH IIapM 1 IOTETIHICTb;

— BEJUMKUH 00csT poOiT;

— 3 HAJIEI0 JUBUTUCH Y MaOyTHE;

— HEBEJIMKUN IITAT MOCTIHHOTO MEepCOoHANY;

— TrapHO BMITH TOPI'YBaTHCS;

— 3aBaHTaXUTHU aBTOMOOLUIb MPOIYKIIIEIO 31 CBOTO TOPOY;

— HamepeaoHi Bix'i3my;

Exercise 22. Answer the questions to the text.

1. When did the Bonnets start running their own hotel?

2. How is business going?

3. Where did Gerard and Sylvie work before?

4. Why did they leave their previous jobs?

5. What did the Bonnets inherit?

6. Why did Sylvie not fill in the well?

7. What is the best thing about running a small hotel?

80



8. What solution did Sylvie offer because of a slow turnover of stock in their
hotel?

9. Who came with the hotel as “a part of inheritance™?

10. What does the Bonnets’ hotel suffer from in winter?

Exercise 23. Read the text more carefully and make a note of the advantages
and disadvantages of running a small hotel that Gerard and Sylvie have
encountered. Can you think of any not mentioned in the text?

ADVANTAGES DISADVANTAGES

Exercise 24. Choose a word from column A and a word from column B to
complete the sentences. The first one has been done for you.

A B
permanent bedroomed
personal clientele
kitchen quarter
twelve rate
turnover workload
regular garden
winter touch
heavy staff

1. We have quite a high staff turnover rate. Our employees don’t stay with us for
very long.

2. We’re fully booked in spring, summer and autumn, but the ... ... 1isvery
quiet.
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3. We’re small family-run hotel, and our guests appreciate the ... ...  that
we offer.
4. We can’t afford many staff, so the three of us who run the hotel have a

S. We grow all our own herbs and vegetables in the
6. Most of our guests come back again and again, so we have a falrly :
7. They run a large hotel that has over fifty and twenty other

temporary employees.
8. My sisterrunsasmall ... ... hotel with a small restaurant that is open to

non-residents.
Writing
Exercise 25. Write sentences to explain the following vocabulary from the text.
E.Q. “Regular clientele” means customers who repeatedly visit an establishment.

1. Personal touch means attention to

2. Slow turnover of stock means

3. Jacques also came with the hotel. It means that

4.  Heavy workload
5.  Low occupancy rate
6.  High labour turnover rate

7. The big rush means that

8.  Bargaining means that

Exercise 26. Imagine you and three/four partners have enough money to buy
and run a small hotel. Think about the following questions:

Which country / city / town / village / street would it be in?
How many rooms? With what sort of views?

What kind of clientele would you try to attract?

What special activities would you offer?

B ownNhE
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What would you call it?

How would you divide the work?
Which jobs would you like most?
Which jobs would you like least?

Make written notes to help you report to the rest of the class later.

Exercise 27. Translate in writing the following sentences from Ukrainian into
English. Use the topical vocabulary instead of underlined word expressions.

10.

Konu y rorem mik ce3oHy (BEIMKHMI HAIUIUB TYPHUCTIB), KEPYIOUOMY CJIi
HaWHITH Ha POOOTY KOHTPAKTHHKIB.

['eHepanbHuii Ta rOJIOBHUW MEHEIKEP PO3NOJUIAIOTh O00B’SI3KM 3 KEPYBaHHS

TOTENIEM.
VY HeBenMYKOMY TOTeNl JIETKO IJIaHyBaTH poOOTY 3a3falieriib, ajleé B3UMKY B

TaKOMY T'OT€Jl HU3bKUH PiBEHb HABAHTAKEHHS .

Harr ronoBHuit MeHeKep 3aBXKIM BUIIPOMIHIOE YapiBHICTh 1 TOTEHHICTh, BIH 3
HAJI€I0 JTUBUTHCS Ha MailOyTHE.

ITepcoHan HEBEIMYKOTO TOTEN0 3a0€3MeYnTh BaM 1HAMBIIYATbHUMA TIIX1A 1 BU
cTaHeTe TXHIM IIOCTIHHUM KJIIIEHTOM.

Meni goOpe BaaeTbcs TopryBatucd. Moke JOMOMOITH TOO1 3 MOKYIKOKO

HOBOTO NAJILTO?
Konu aamiHicTparop 3 mnpuiloMy roctedl y TroTejl BHUIPOMIHIOE [IapM Ta

MOCMIIIIKY, TOCT1 MOYYBalOTh ce0e BIIEBHEHIIIIE.
[MocTiiHui nepcoHas rOTeN0 MOBUHEH MiABUIILyBaTH CBOIO KBaTi(PiKaIIifo.

Sxmo BaM mMOTPiOHI SKICh 3MIHM a00 BHUKJIMKHA, BaM BapTO 3alHSATHCH

E€KCTpEMAIbHUM TYPU3MOM.
OmHuM 13 HEHOIKIB KEPYBAaHHS MaJIEHLKHUM I'OTEJIEM € BEJIUKHU 00CAr poOOoTH

Ta HEBEJUKUU IITAT MMOCTIHHOTO MEPCOHATY.

Speaking Skills

Exercise 29. In pair practice the following sentences.

1. Are you still having your on-the-job-training at the hotel?
internship at the hotel
internship at the travel agency
tutoring at the Academy
classes of English
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courses in Destination Geography
cookery lessons.
| was just about to go there.
to try their specialty drink
to ask for valeting
to call the housekeeping department
to go to the food and beverage department
to apply to the travel agency
to cash a cheque .
| consider you to be a real know-all.
expert
specialist
professional
prof
human encyclopedia
walking encyclopedia .
You know all ins and outs at the hotel.
restaurant
airport
department store
trade centre
sales department
marketing department.
| want you to keep in mind that.
this
the following
these hints
the main facts
the main ideas
the main terms.
Let me guess myself what those departments are.
companies
services
people
employees
clerks
staff members.
Now | see the point of having signs “Do not disturb”.
taking a tour
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taking a part-time job
taking a full-time job
having the valet service
having the security department at the hotel
having the bell service at the hotel.
8. To my knowledge the cashier draws up bills.
the cashier accepts payments
the receptionist registers guests
the concierge makes travel arrangements
the doorman calls for taxi-cabs.
9. The hotel business is no exception.
The most business
The restaurant business
The travel business
The advertising business
The front of the house
The back of the house
10. Are there any peculiarities in sales of hotel rooms?
hotel meals
hotel services
motel services
restaurant services
tour packages
travel services?

Exercise 28. Read the dialogue with a partner, translating some parts.

Si:
S,:
Si:

Sz:
St

S,:

Sq:

- Are you still having your on-the-job training at the hotel?

- Yes, | am. | was just about to go there.

- What if | join you again? A xomis 6u noousumucs, six npayrooms pizHi
6i00inu 6 comeni. He 3anepeuyeu?

- I understand your desire to get to the bottom of things.

- There’s really a world of difference between reading textbooks and
manuals and watching people do the work.

- Let’s make a move! Otherwise we won’t have enough time to tour all the
departments.

- I'm lucky to have you as a guide! I consider you to be a real know-all.
You know all the ins and outs at the hotel.

- Oh, please, don’t you exaggerate! To begin with | want you to keep in
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Sl:

S,:

mind that comenv mae nepcoman, saxuil 6e3nocepednvbo KoOHmMaxmye 3
20CMAMU | NePCOHANIOM, SIKUU 3HAXOOUMbBCA ,,34 CYEHOIO ™.

- Don’t you say so! Never heard of it! Could you specify what the front of
the house is?

- The front of the house sexmouae 6iodinu, sxi npaywiomo 3
AOMIHICMPAMUBHUMU CTLYAHCOAMU MA MUMU, WO 0OCTY208YI0Mb KIIEHMIB.

- Let me guess myself what those departments are.

- Have a try!

- Hy, ye, naneeno, peyenyis, 006ioxoea cayaicoa, ciyxcoa noCUIbHUX ...

- You are showing promise! Kpim moeo 6i00in 6yxeanmepii i ynpasiinus
2omesieM MaKkoMC HANeHcams 00 KOHMAKMHUX CILYHCO.

- A womy mu ne sxmouacw cysxcou noxoisox (housekeeping)?

- Tomy wo cysxcoa noKoi8oK HANEHCUMb 00 HEKOHMAKMHUX CAYHCO.

- But why if | may ask? I am sure all hotel guests occasionally see maids
move a cart with toiletries or clean hotel rooms.

- Maid services must be impersonal. A hotel guest wants his room to be
clean and tidy. He is not interested who does or did or will do the cleaning.
Likewise he doesn’t want to be disturbed by a maid.

- Right. Now I see the point of having signs “Do not disturb”. Guests put
them on their hotel doors when they are in and don’t want the maids to
come and clean their rooms. ki we 6i00dinu wnanexcamv 00
HEeKOHMAaKMmMHux?

- Ile 6i00inu, sKi He Mmaomb 0e3NOCEPEOHLO2O KOHMAKMY ab0 Marms
Oyoice obMediceHull KOHmakm 3 2ocmamu comento. Bonu 3abesneuyiomo
tangible services. They are the house-keeping, the engineering, the
maintenance, the food and beverage, the personnel departments, the laundry
service, the valet service and others.

- ki 0606 ’si3xu 8i00iny kaopis? Does it deal with hiring and firing?

- Incnexmop 3 kaodpis 3aUMacmMvcsi HAUMOM I 3aMIHON NpayieHuxie. Bin
opeamizye cnigbecioy 015 KaHOUOamie Ha Nocaoy.

- Did you mean the cashier when you mentioned the accounting
department? Hackinoku meni ioomo, onepamop 3 po3pPaxyHkie (kacup)
CKIA0AE PaxyHKu, 0OMIHIOE 8ANIIOMY, BUOAE 20MIBKY NO YEKAX.

- Hacnpasoi oyxeanmepis 3aumacmocsi i KOHMAKMHUMU | HEKOHMAKMHUMU
cayocoamu. The cashier works in the front office but there are accountants
in the back of the house. To put it in a nutshell, they match costs and
revenues.

- Tu nasimo He 32a0as 6i00in npodadic. Xiba 6iH He € cAMUM BANCTUBUM Y
eomeni?
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Syt - It goes without saying that sales are extremely important for any business.
The hotel business is no exception.

Si: - Arethere any peculiarities in sales of hotel rooms?

Syt - I don’t want you to get upset but mu oditicno esasxcaews, wjo comenv npooae
KimHamu?

Si: - Am I missing something? Hotels are known to sell rooms, aren’t they?

S, - | want you to realize that the main product hotels sell is hospitality.

Hospitality is a combination of tangible and intangible goods: a
comfortable bed, a hot shower, a tasty meal, an attentive waiter, a helpful
porter, a friendly receptionist.

Si: - Now I see what you mean. Thanks a lot. It was very informative.

Syt - It’s a pleasure.

B. Dramatize the dialogue.
C. Write out the proverbs and sayings which are used in the dialogue and

choose Ukrainian/Russian equivalent to them. Explain what they mean
and use them in your own situation.

Exercise 30. A.Read in pair these conversations between guests and
receptionist. Complete the hotel notices below.

From Room Message / Request Contact

1

RECEPTION: Reception. Can I help you?

GUEST: Oh hello, this is Mrs Rogers from room 718. I'm afraid I've lost my
watch-it's a Rolex, and very expensive. | think I may have left it in the sauna
changing room — or maybe in the pool area.

RECEPTION: | see. Have you been back to look, Mrs Rogers?

GUEST: No, I haven’t. I thought I'd try phoning first, but I can't find the number.
Oh dear, I'm so worried...

RECEPTION: Don’t worry, Mrs Rogers, I'm sure we'll find it. I'll put a call
through to the sauna and pool attendants' office straight away. | just need a
few more details. What's your room number again?

GUEST: 718.
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RECEPTION: And can you describe the...

2

RECEPTION: Reception. How may | help you?

GUEST: Good afternoon. Could you possibly book a table for two in the
restaurant for me this evening?

RECEPTION: Certainly, sir. Can you tell me your name and room number?

GUEST: Yes, it's Mr Price and the room is 226.

RECEPTION: OK, Mr Price. What time would you like the table for?

GUEST: Now that's the problem. We're going to the theatre, and we'd like to eat
when we return — say 10.30?

RECEPTION: I'm sorry, sir, the restaurant closes at 9.30.

GUEST: Oh dear.

RECEPTION: | could order a late supper for you — it would be brought to your
room.

GUEST: Yes, that would be nice — we'll only want something light in any case,
and perhaps a bottle of something.

RECEPTION: All right, Mr Price. I'll contact the restaurant and have them
prepare a supper for you for 10.30. What would you like? There's a choice
of ...

3

RECEPTION: Reception. Can | help you?

GUEST: This is Mr Higgins in room 308. I'm afraid I'm not feeling very well.
Would you mind asking someone to send up some aspirin — I haven’t got
anything with me.

RECEPTION: I'm sorry to hear that, Mr Higgins. I'll have room service send up
some aspirin immediately. Would you like the nurse to visit you?

GUEST: No, I think I'll be OK, dear. Just the aspirin.

RECEPTION: OK. But phone us if you have any problems.

GUEST: 1 will.

RECEPTION: It was room 308, wasn’t it?

GUEST: Yes, that’s right.

B. In writing report to the Head Receptionist about the requests received by
you from the guests of your hotel.

Exercise 31. Imagine that you are the Front Office desk. Some guests come to
you with the problems, below. You promise to get help from a member of
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staff. Which member of staff will you contact? Choose from the people in this
list. The first one is done as an example.

the Maintenance Engineer the Valet

the Housekeeper the Cashier

the Lift Attendant the Switchboard Operator
the Bellhop the Parking Attendant

Note: contact (n) with smb/smth
contact (v) smb/smth

1. A guest would like to check out. She is in a hurry to catch a train.

| will contact the cashier.

to come and clean up.

3. A guest has some heavy luggage in his room. He would like someone to carry
it for him.

4. A guest has an important meeting this afternoon. He would like someone to
press his suit for him.

5. A guest would like to take the lift to this room. He cannot see very well and
needs help.
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6. A guest wants to make a telephone call to the United States, but she is not sure

how to do it. a .

would like someone to come and repair it.

8. A guest’s car is parked in the hotel car park. He would like someone to drive
his car to the front entrance.

Exercise 32. A Work with a partner. Have conversation about the situations in
the previous exercise, or make up situations of your own. Follow the example.

Si: - Can I check out, please? I'm in a hurry to catch a train.

S,. - Certainly, madam. I'll contact the Cashier right away.

B. Work with a partner. Imagine you are doing a hotel job (any hotel
job you know about). Ask and answer questions like this.

Si: - What do you do?

What’s your job?
What department do you work in?
S,: -1 (do something) - I make sure that ...
I look after ... I’m in charge of ...
[ workin ... I’m responsible for ...ing ..

My duties include ...ing ...
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Talking Points

Exercise 33. Talk to other students about any hotel you know. Tell them how
the hotel is organized. Think of questions like this:

v" How many departments are there? What are they called?

v" Who is in charge of the departments?

v What do the people in the departments do? What are their duties?
v

Use the blackboard to show the departments and the way they are organized.

Exercise 34. Using your notes from Exercise 26 report to the rest of the class
your ideas of running a small hotel of your own.

Exercise 35. Before reading say what qualities and qualifications do you think
are needed to work in:

(a)the Housekeeping section;

(b) the Maintenance section of a hotel?

A. Divide into two groups, A and B. Group A should read text 1. Group B
should read text 2. As you read, make notes about the following: qualities
needed; duties; experience and training.

1. Housekeeping

Are you smart? Intelligent? Don’t mind hard work? Interested in looking
after guests and helping to make their stay enjoyable? You could be just who we’re
looking for, to join our hotel housekeeping staff.

As a member of the Housekeeping team, you may be given responsibility for
one of the bedroom areas. After the guests have checked out, you will then change
beds, towels, etc. and generally ensure that everything is clean and tidy.

Housekeeping, however, is not just about cleaning bedrooms, but also
keeping every public area pleasant, clean, and tidy for others to relax and work in.
You may find you have to arrange flowers, displays of materials, publications, and
be responsible for ensuring stocks are up-to-date whether in a linen room or a
mini-bar. Other duties you may be involved in could be vacuuming, polishing, and
tidying other areas in the building. You will certainly need to spend time checking
if everything is in place.

Whether you work at a hotel, motel, B&B, conference or holiday centre, or a
tourist attraction, your guests will judge their accommodation by its appearance.
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Clean rooms and good service enhance any accommodation and make your guests
return.

No previous experience is required and most of your training will be on the
job, with extra in-house training given by the company’s training personnel.

Quialities needed Duties Experience and training

2. Maintenance

Just think how many things need doing around the house. Now imagine how many
more there are in a large hotel — or a leisure theme park! Lighting, heating,
plumbing, carpentry, even gardening needs taking care of. Courtesy cars and staff
buses need driving and many large hotels need grounds staff to look after their
golf-courses and keep them in tip-top condition. Whilst some smaller hotels use
outside contractors, most large hotels, motorway sites, and leisure parks employ
their own specialized support staff. Because guests and visitors expect everything
to work perfectly, maintenance and support staff must be available 24 hours a day.
This means you will probably have to work shifts and some weekends.

Many people start in these jobs by applying direct. To get a job as a plumber,
carpenter, or electrician you can start as an apprentice, no experience is needed,
and you will be trained on the job.

If your interest is in gardening or green-keeping, again no experience is necessary
to start, but you will need to have a real love of horticulture, and enjoy working out
of doors.

Whenever people travel on long journeys they need to stop for a break. At the sites
where they stop, more specialist support staff are needed to look after them — car
and coach parks need to be controlled, cloakrooms supervised, and all amenities
kept clean and tidy. Obviously, every one of these jobs is different, but they all
have one thing in common — looking after the customer!
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Quialities needed Duties Experience and training

B. When you have finished, exchange information with a member of the other
group. Which job would you prefer? Give your grounds.
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UNIT 4

READING VOCABULARY SPEAKING WRITING

- Working at | - Words related to - Expressing opinions -Completing a booking
Reception booking process over the | - Giving definitions and registration forms

- Reception, its | telephone, by fax etc. - Talking on the phone -Filling in the table with
Departments and | - Requests - Agreeing and disagreeing the information
Duties - Alphabet quiz - Dealing with guests (politely, -Mediation

- Dialogues on indifferently -Writing letters of
Reservation, - Reserving a room over reservation and
Checking-in, the telephone confirmation
Checking-out - Dialogues over the telephone -Writing a fax, telex

- Checking-in conversation
- Checking-out conversation

RESERVATION. CHECK-IN. CHECK-OUT
Lead-in
- What is reservation / check-in / check-out procedure?
- How are people working at reservation / reception departments called?

Reading
TEXT 1

Exercise 1. Look through the active vocabulary before reading the text and
try to memorize it.

Active Vocabulary
to deal with the money side of things ~ martu cnipaBy 3 rpommma

petty cash npiOHa TOTiBKa

to liaise with other departments CHIBIIPAIFOBATH 3 IHIIUMH BiJTiJIaMHU
to confirm HiITBEPIKYBaTH

to let out a room 3/IaTH KIMHATY B OPEH/IY

to release a room 3BUIBHUTH KIMHATY

to be fed up with smth/smb OyTH pO3IpaToOBaHUM

Working at Reception

Trainee Fiona McGovan, a tourism student who has recently completed a
work placement at the Mansion Hotel, talks to Milli Patel about her work
experience.
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- You’ve just finished working in a hotel, haven’t you?

- That’s right, | was in a three-star hotel called the Mansion Hotel.

- What kind of things did you have to do?

- At the beginning | was at reception. | had to take bookings, confirm
reservations and welcome the guests when they arrived. | also had to deal with the
money side of things, take payments, check the petty cash, do the accounts, change
currency, do all the basic front office things, and of course liaise with all the other
departments.

- What sort of things did you find easy or particularly difficult?

- It wasn’t easy because there were so many things to do and I was on my
feet all day long. At first, it wasn’t easy to use the computer system but it didn’t
take too long to get used to.

- Were there any problems you had to deal with?

- Well, yes there was one occasion when a woman had made her booking
months before and had written to confirm it. But when she arrived her room had
been let out and so she was redirected to another hotel.

- What happened to her booking?

- Well, because she arrived after 6 pm, that’s when the rooms are released.
Anyway, the next day she came back to see whether there’d been any phone calls
or faxes and she’d also arranged to meet someone in the lobby. But in fact the
person she was going to meet had been told to go to another hotel. And it wasn’t
even the one she was staying at but a different hotel altogether.

- She must have been really fed up.

- She was and she let us know. But the worst thing was when she came
across someone from her company who was staying with us and who had checked
in at half past nine. | think we lost a customer there!

Exercise 2. According to the text choose the correct item.

1. Tick the things she had to do.
A deal with money
B take bookings
C serve in the bar
D communicate with other sections
2. What did she find particularly difficult?
A using the computer system
B the quantity of work
C staff relationships
D checking the accounts
3. Why was the guest’s room not waiting for her?
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A She hadn’t made a booking.

B She had arrived at the wrong hotel.

C Her room had been given to a colleague.

D Someone else had been given her room.
4. Why did the woman come back to the hotel?

A The room had been released.

B She needed to collect her bags.

C She was going to talk to someone.

D She’d received a phone call.
5. How did the woman react?

A She was angry.

B She complained to her colleague.

C She insulted the staff.

D She left without saying a word.

Exercise 3. Which words in the text mean the same as these?

handle

small change

foreign money

work closely with

accustomed to

given to another person

annoyed

O NoOA W N

meet

Exercise 4. Find in the text answers to these questions.

1. What is Fiona McGovan? What does she do?

2. Where did Fiona work?

3. What were her duties?

4. What was difficult for Fiona to do at first?

5. Were there any problems she had to do with?
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6. What happened to a woman who arrived after 6 p.m.?

7. What mistakes were made in dealing with this woman?

8. What was the outcome of that case to the hotel?

Exercise 5. A. A woman reserves a hotel room over the phone. Before reading
think in what order you would expect these questions to be asked?

How will you be paying?

How many people would that be for?

When would that be for exactly?

What time will you be arriving?

What kind of room would you like?

Could I have your name, please?

How many nights will you be staying?

B. Now read the dialogue in pair and check your answers.

Reservationist: King James Hotel. How can | help you?
Caller: Hello, I'd like to book a room for my husband and myself, please.
Reception: Hold the line, please. I'll put you through to Reservations.
Reservationist: Reservations.
Caller: Good afternoon, I'd like to make a booking for myself and my husband.
Reservationist: Could | have your name, please?
Caller: Yes, its Herridge - Ann Herridge.
H-E-R-R-I-D-G-E.
Reservationist: OK. And when would you like to come?
Caller: The weekend of the 15 July — for two days, please.
Reservationist: I'm sorry Mrs Herridge, will that be one or two nights?
Caller: Oh, yes sorry, two days and two nights — arriving the 15" and leaving on
the 17",
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Reservationist: And what would be a double room, would it? Would you prefer

smoking or non-smoking?
Caller: Non-smoking, please. Oh, and the last time we came, we stayed in a room
at the back of the hotel overlooking the park. Do you know if we could
have the same room? | think it was room 103.

Reservationist: Hold the line, please. I'll just check. I'm afraid we don’t have
exactly the same room but I can put you in 205 — it's got the same view and
a balcony. The rate's slightly more expensive - £ 110 per person.

Caller: Well, that’s all right, we'll take that.

Reservationist: Fine. How will you be paying, Mrs Herridge?

Caller: By credit card, Visa.

Reservationist: Could you give me the number, please?

Caller: Yes, it's 4999 1825 6857 6238.

Reservationist: So that’s 4999 1825 6857 6238 and your address, please?

Caller: 25, Oldham Road, Manchester.

Reservationist: O-L-D-H-A-M?

Caller: That’s right. In Manchester.

Reservationist: Right, Mrs Herridge, I've made the reservation. We look forward
to seeing you again on the 15"

Caller: Thank you.

Reservationist: You're welcome. Goodbye.

Caller: Oh, I nearly forgot, | was wondering if you could arrange for a bottle of
champagne to be in the room when we come, it's our wedding
anniversary.

Reservationist: That’s no problem. I've made a note and it'll be ready when you
arrive.

Caller: Thank you so much. Goodbye.

C. Look at the reservations screen below. Complete Ann Herridge’s booking
with the information from the dialogue.
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Reservation Screen

Booking: From ..................... 1 Nights 2
Guest: Surname .................. 3 Firstname ...l 4
Adults 5 [Children e 6
Address o 7
Room: Type SGL / DBL / TwWB [/ SUITE 8
Smoking / Non-smoking 9
Number .................. 10
Rate: ... 11
Extras: ...........c..l. 12
Return guest:  Yes / No 13
Previousroom# .................. 14
Payment: VISA / DEBIT / CHEQUE / CASH 15
Creditcard # = oo 16

Exercise 6. Read the dialogues about two callers phoning the Hotel Melissa to
make reservations. Complete the information in the chart below.

Caller 1 Caller 2

Name of guests

Arrival date

No. of nights

Room type

Company/Individual

Stayed before

Method of payment

Credit card no.

Address

Reservation no.

Special requests
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1
HOTEL: Hotel Melissa. Can | help you?
CALLER: Yes, I'd like to make a reservation, please.
HOTEL.: I'll put you through to Reservation. Hold the line, please.
RESERVATIONS: Reservations, Peter speaking. Can | help you?
CALLER: I'd like to make a reservation.
RESERVATIONS: Certainly. What name, please?
CALLER: Lewis, David Lewis.
RESERVATIONS: Right, Mr Lewis, when would you like to stay?
CALLER: I'd like to reserve a double room for three nights from the 21* April.

RESERVATIONS: OK. 21% April, three nights, double. I'll just check
availability... Yes, we can do that for you. Is this a company booking or an
individual?

CALLER: Oh, it’s individual.

RESERVATIONS: Have you stayed with as before?

CALLER: No, I haven’t.

RESERVATIONS: Would you like one of our Executive rooms, Mr Lewis, on
the top floors with some wonderful views?

CALLER: Well, actually, no, I wouldn’t. My wife doesn’t really like using the
lift and also she's got a bad leg, so | was hoping we could have a room near
the ground floor.

RESERVATIONS: OK. I'll make a note of that and when you check in the
receptionist will allocate a room on the first floor for you.

CALLER: Thank you.

RESERVATIONS: Will you be paying by credit card?

CALLER: Yes, I will. It's Visa.

RESERVATIONS: And what is the number?

CALLER: Hold on... It's 4335 171 36094.

RESERVATIONS: So that’s 4335 171 36094. And your address?

CALLER: 14 St John's Road, London NW 6.

RESERVATIONS: OK, Mr Lewis, that’s reserved for you. Your reservation
number is PS 1462. We look forward to seeing you on the 21°.

CALLER: Thank you.

RESERVATIONS: You're welcome.

2
HOTEL: Hotel Melissa. Can I help you?
CALLER: Good morning. I'd like to reserve a couple of rooms.
HOTEL: Certainly. I'll put you through to Reservations. Hold the line, please.
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RESERVATIONS: Reservations, this is Peter speaking. How can | help you?

CALLER: Good morning. This is Rita King from Imperial Plastics. I'd like to
reserve a couple of doubles for April 13",

RESERVATIONS: Two doubles for April 13" ... Right. Availability is fine for
that night. Is that a company booking?

CALLER: Yes, Imperial Plastics. The rooms are for a Mr Suarez, spelt S-U-A-R-
E-Z, and Mr Johansson, spelt J-O-H-A-N-S-S-O-N. They'd like the
Executive rooms.

RESERVATIONS: OK. You have an account with us, don’t you?

CALLER: Yes, we do.

RESERVATIONS: But the guests haven’t stayed with us before, have they?

CALLER: No, I don’t think so.

RESERVATIONS: And how is the account to be settled?

CALLER: Full bill on the company account.

RESERVATIONS: Can | just check your contact details? It's Miss R. King,
Imperial Plastics, Old Dock Road, London E5.

CALLER: That’s correct.

RESERVATIONS: Right, Miss King, the reservation number is PS43307. |
would be grateful if you could just confirm in writing, by fax if you like.

CALLER: Certainly. Thank you for your help.

RESERVATIONS: You're very welcome. Goodbye.

Vocabulary Practice

Exercise 7. In the previous exercises the reservations were done over
telephone. But for most hotels, fax reservations are the most common. Read
this example of a fax reservation and complete the chart below.

Name of guests

Number of guests

Room(s) required

Dates

Special requirements
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Comfort Tours London Date: 13" March 20

FAX MESSAGE

Attention: Reservations No. of pages: 1

Mrs Charles Davies? They will be arriving on 18" April and staying for 3
nights (departing on the morning of 21* April).

and flowers to be placed in the room?

From: Kate James

To:  Mellisa Hotel

Could you please reserve a double room with private bath for Mr and

It is their 25" wedding anniversary, so could you arrange for champagne

Look forward to receiving your confirmation, with exact cost, by return.
Regards,
Kate James

Exercise 8. Match the terms with their definitions. The first one has been done

for you.

1. available a) booking a hotel room e.g. which is kept for
you at some time in future

2. check-out b) the process of leaving the hotel room after
paying the bill

3. corporate rate C) guest’s registration; the process of reporting
your survival at an airport, hotel, etc.

4. reservation d) reduction in the usual price of the room

5. availability e) special price offered to businesspeople

6. check-in f) number of rooms that are free

7. discounts g) free or vacant

Exercise 9. Reservations of the hotel rooms can also be done in the written
form, e.g. by E-mail or by ordinary letter. Fill in the gaps with the following
words. The first one has been done for you.

reserve details en-suite following
Regards availability discount Executive
including single
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IMPERIAL CHEMICALS

Date: 24 May
From: Miranda Smith,
Marketing and Promotions

To: Castle Lodge Hotel
Re: Reservations
Could you please ‘reserve the ? rooms:

1. A single ® room for our Sales Director, Mr Henry Green,
for two nights from August 18.

2. A standard * room with ° bathroom for
our Sales Manager, Miss Caroline Lamb, for three nights from August 18.

Please confirm ° and send ’ of prices of
rooms, ® half- board and your normal °

10

Miranda Smith,

Manager I C

Exercise 10. The verbs below are often used when making telephone calls. Use
them to fill in the gaps.

hold on hang up ring up get back to smb
cut off get through put smb through

1. Sorry, I don’t know what happened. We got
2.1°11 you to her extension.

3. The line is constantly busy. | never seem to be able to
4. Could you a minute and I’1l see if she’s in her office.

5. Wouldyou — Sky Air and ask if they have any seats on this
Saturday’s flight to Delhi?

6. I’ll make some enquires and to you by eleven.

7. Don’t yet; the call may be diverted to another number.

Exercise 11. What would you say in these situations? Use the verbs from the
previous exercise.

1. Someone phones but the call is for a colleague who works on the second floor.
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2. The line went dead. The person you were speaking to rings back.

3. You’re on the phone but need to get a file from the office next door.

4. You’re on the phone but haven’t got all the information to hand. You need about
an hour to get it together.

5. The number is constantly engaged.

6. You want someone else to call Global Tours for you.

Exercise 12. Talking on the Phone.
A. Study carefully the expressions that you may find useful when making a
phone call:

- May I speak to - Shall I get him/her to call you
back?

- I'm returning my call - Mr. N will get back to you.

- Sorry, could you repeat that? - Hold on a moment, please

- I'm afraid she/he isn’t in at the - I’ll just put you through to

moment Reservation Department.

- I’'m sorry there is no reply. - Hold the line, please

- Can | take a message? - I'm sorry, you've got the wrong
number

- Can you take a message? - Sorry to keep you waiting

B. In the following telephone conversation, choose the correct option from the
words in italics. The first one has been done for you.

HOTEL: Good morning, Landsdown Hotel. * Can / Could I help you?

GUEST: Good morning. Could | >have / speak Reservations, please?

HOTEL: Certainly. *Wait / Hold the line, please. I’Il * put/connect you through.

GUEST: Thank you.

HOTEL: I'm sorry, °I'm afraid /I regret the line’s busy. Will you °hold / hang
on?

GUEST: Yes, that’s ’ fine / splendid.

HOTEL: It’s °ringing / calling for you now .... Reservations. Jane Watson
*talking / speaking. How can | help you?

GUEST: Hello, *this is / there is Michael Nelson from Killick & Co. I rang earlier
to book two singles from the 18™.

HOTEL: Yes, Mr Nelson, | remember. What can | *do / make for you?

GUEST: Could I change that to three singles, again from the 18"

HOTEL: I'm "afraid / sorry, could you repeat that? It’s a faint / bad line.
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GUEST: Yes, could I have another single room for the same dates?

HOTEL: Yes,*obviously / of course. I’ll see to that now. I’d be “grateful /
delighted if you could *°repeat / confirm that in writing.

GUEST: YSurely / Certainly. Thank you for your help.

HOTEL: “*Your / You re welcome. Goodbye.

Exercise 13. A. Look at the following advice for dealing with guests. What is
considered polite in your country? How is it different from other cultures?

When dealing with guests you should always:
e address a guest by his / her title and surname or say sir or madam
e show that you are listening and understand
e be patient and answer all the guest’s questions
e say please when asking the guest for something
¢ say thank you when the guest replies

B. Practise saying the sentences politely. Remember that rising tone is the
indicator of politeness.

Hold on while | put you through to Reservations.
Could I have your name?

This is a company account, is it?

When would that be for exactly?

What kind of room would you like?

How long will you be staying?

How will you be paying?

Here’s your key. Your room’s number 19.

© N Ok~ WN R
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Underline two words in the sentences which are alternatives. Then
practise saying them. Remember that when two words are alternatives,
they are both stressed but the first one is pronounced with rising tone and
the second one with falling intonation.

Will that be one or two nights?

We’re arriving on the 15" and leaving on the 17™.
Would you like a single or a double room?

Would you prefer smoking or non-smoking rooms?
Is the room at the back or at the front of the hotel?
Would you like brown bread or white?

Checking the petty cash is your responsibility not his.
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8. He doesn’t want to pay by cheque, he wants to pay in cash.

9. Ididn’t say they might be coming, I said they were.

10. They were supposed to deliver it yesterday not tomorrow.

11. It’s not the first complaint they’ve had and it won’t be the last.

Exercise 14. A. A guest is phoning the Marlow Hotel to book a room. Number
the dialogue in the right order (1-14). The first one has been done for you.

a) _ American Express. Number’s 8773 457 238 5549. Will you need a
deposit?

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

C) _ Yes,it’s Henry Box, and the address is 30 Lime Walk, Slough.

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

e) __ Anindividual booking —it’s for our wedding anniversary.

f) _ No, but you’ve been recommended to us by friends.

g) _ T’ll just check availability. Yes, that’s fine. Is this a company booking

or an individual booking, sir?
h) _ OK, 30 Lime Walk. May I ask if you’ve stayed with us before?
1) _ No, a deposit won’t be necessary. If you’d like to make a note of your

reservation number, it’s P 227.
j) 1 Marlow Hotel, reservations. Charles Thompson speaking.

k)  That’s nice to hear. How will you be paying?
)  Right, in that case we’ll provide complimentary flowers and
champagne. May | have your name, please?
m) __ On the eleventh of May, for two nights. A double room for myself and
wife.

n) Thank you very much. Goodbye.
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B. Use the information from the dialogue above to fill in this reservation
card.

RESERVATION CARD

NO. OF NIGhES. ...,
ROOM LYPE oo e, Company/Individual
Stayed DETONE. ...
Method of paymMeNnt. ..o
Credit Card NO.....oeee
AAAIESS. ..

Language Development

TEXT 2

Exercise 15. A. Look through the active vocabulary before reading the text
and try to memorize it.

Active Vocabulary

to have frequent contact with smb 4aCcTO MaTH CIIPaBy 3 KUMOCH

to designate M03HAYaTH

room clerk YeproBUid y TOTEN1

to pick up a key 3a0upaTu K04

a rack with pigeonholes SIITUK JJT1 KOPECTIOH ICHITIi

pertinent information HeoOXiHa iHdopMaITis

smoothly r1aJiko, 6e3 3puBiB

the latter OCTaHHIH

to be in charge of smth BIJIOBIIaTH 3a MIOCh

to arrange for smth JIOMOBJISITHCSI TIPO IIIOCh,
OpraHi3oByBaTH II0Ch

up-to-date OHOBJICHHI

affirmative answer CTBEP/KYBaJIbHA BiIOBIIb

to verify the charge HiATBEPIUTH ILIATY
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to resemble smth / smb MAaTH CXOXKICTb 3 KUMOCH / YMIMOCH
B. Study the terms used in the text and find Ukrainian equivalents to them:

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.

Exercise 16. Read the text. Choose the most suitable headings from the list (A-
H) for each part (1-7) of the text. There is one extra heading which you don’t
need to use. There is an example at the beginning (0).

A Duties of the Room Clerk E Check-in
B Concierge’s Duties F Accounting Office
C Reception Area G Sections of the Front Desk
D Primary job of the Front Desk H Referral System
| Procedures
0 C Reception Area

Almost all of the employees who work at the front desk of a hotel have
frequent contact with 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 valuables, and pay their bills. 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.

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
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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 behind it with pigeonholes for each guest room in the
hotel. The third section is an information desk, where the guests can ask for
information or make local travel arrangements. This area often includes a mailbox.
The fourth section is the cashier’s desk. The cashiers not only receive payment
from the guests, but also cash checks, make change and exchange foreign currency.
Some hotels also offer a transportation desk, where the guests may get advice or
help with their travel plans.

The employee who checks in arriving guests and assigns them to their rooms
is the room clerk. When the room clerk has confirmed 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
number 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 another to the telephone
switchboard. Another procedure that has come into common practice in recent
years is establishing credit in advance by means of credit cards.

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

In addition to the check-in procedures, the room clerks are customarily
responsible for recording advance registrations. Requests for rooms may come
from travel agents or the transportation companies; they may be received directly
from the public by telephone or letter; or they may be handled by a teletype
machine or computer. The latter is true especially 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 reservations.
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The employee in charge of keys and information is often called the
concierge, the French term for doorkeeper or custodian. He is also expected to
provide information about local entertainment, events and sights of interest. He
usually arranges for local transportation, including taxis, airport buses, or
sightseeing tours, 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
traveler’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 guest 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 representatives of the hotel. Their ability to work
smoothly is an important factor in the success of the hotel.

Exercise 17. Fill in the correct word from the list below. Use the words only
once.
currency handle chores last-minute
accommodations functioning registration slip

to ... functions

to exchange foreign ...
to fill out ... card

the availability of the ...
... charge

a s wnh e
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6. smoothly ... system
7. a...with the room number
8. to perform small ... for the guests

Exercise 18. Fill in the correct preposition, then choose any five items and
make sentences.

to pick ... keys and mail
arack ... the counter
to assign guests ... their rooms
to come ... common practice
... means ... credit cards
last-minute charges ... telephone
... the eyes of most customers
posting ... the room accounts

O N OrWNE

ok w0 DB

Exercise 19. A. Find in the text the synonyms to the following words:

positive answer

- relevant information

- to be similar to smth/smb
- to work without problems
- front desk staff

B. Change the words in the sentences from the text into their synonyms.
Exercise 20. A. Find in the text the opposites to the following words:

- to check-in

- to depart

- Inconvenience

- to slower the check-out procedure
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B. Change the words in the sentences from the text into their opposites.

Exercise 21. Find the equivalents to the following
combinations.

3a0upartu KoYl 1 MOMTY

Ukrainian word

3aNUIIATy IIHHI peyl Ha 30epiranHs

OIJIayyBaTH PaxXyHOK

IMOIITOBA CKPHUHBKA

MOMIHSITH Y€K Ha TOTIBKY

OOMIHATH BaIIOTY

BUKOHYBaTU (PyHKIIIT

M1ITBEPIUTH HASIBHICTh MICITh

3alOBHUTH PEECTPALINHY KapTKY

cucTtema, sika pyHKIioHye 6€3 3puBIB

TeneOHHUI KOMYTaTOP

TiCTh, IKUM B 13IUTH

HaraayBaTy (OyTH CXOXKUM Ha) poOOTY B IHIIIUX TOTEJISIX

BXJIMBUHN (HaKTOp yCIixXy

MIPUCKOPHUTH MPOIIEAYPY PEECTpaIlii
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Exercise 22. Agree or disagree with the following statements. Give your
reasons. Use:

For disagreement: For agreement:
That’s not quite right That’s right
Oh, no, quite on the contrary Exactly so
It says in the text | agree entirely
| am afraid you are mistaken You are quite right

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 different sections with
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 arriving guests, but also
normally handle advance reservations.

Exercise 23. Answer the questions to the text.
1. What do the phrases front desk or reception area designate? 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 lobby 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 section?

4. What are some of the support functions of the front desk that are normally out
of sight of the public?

5. What are the duties of the room clerk?
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6. What are the duties of the clerks at the key and information desks?

7. What are the customary duties of the front desk cashiers?

8. What is the primary job of the front desk personnel? Why is this an important
job?

Speaking Skills

Exercise 24. Taking a Reservation.

A. Put the dialogue in the correct order.

a) It’s just a private stay.
___ b) Just Friday night and Saturday night, please.

c) Hello. I’ d like to book a single room, please, for next weekend.
__d)Yes, it’s £120 per night, breakfast included.

e) Well, before I give you my name could you tell me how much the room

IS?
P Hold on, I'll just check availability. Yes, that’s fine. Is this a company or
individual ~ booking?
Q) Excelsior Hotel. How can I help you?
_____h)OK, could you tell me your name?
_______ 1) Thank you. Goodbye.
J) Would you mind spelling that for me please?
k) Will that be for one or two nights?
1) OK, we won’t release the room. We look forward to seeing you on
Friday.
m) OK, that sounds reasonable. My name’s Mr Van Haan.
n) About half past six. It depends on the traffic.
0) V-A-N new word H-double A-N.
p) H-double A-N. OK, I’ve got that, and do you know what time you will
be arriving?

B. Read the dialogue with your partner, then dramatize it.
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Exercise 25. Complete the telephone conversation. Put the words in brackets
in the right order.

e.g.

Hotel: Grand Hotel, good morning. Can I help you?
(Hotel morning Good Grand. | you help can)

Velasquez: Good morning. I’d like to reserve a room.

Hotel: ! ?

(up speak sorry you I’'m could)
Velasquez: OK. | hope you can hear me now. Is that OK?
Hotel: 2 ?

(you just I hear can. seem We bad to a have line)

Velasquez: Now, I’d like to reserve a double room for two nights.
Hotel: °

(’m I that sorry catch didn’t)
Velasquez: | said a double room for two nights.
Hotel: * ?

(arrive When like you would to)

Velasquez: On August 30™.
Hotel: ° ?
(Did August you 13" say)
Velasquez: No, the thirtieth, three zero. And the name is Velasquez.
Hotel: ° ?
(you that please Could spell)
Velasquez: Yes, it’s V-E-L-A-S-Q-U-E-Z. It’s for three nights.

Hotel: ’ 2

(sorry you repeat I’'m that could)
Velasquez: For three nights, one, two, three. OK?
Hotel: & ?

(Velasquez That’s Mr fine. Hold We’ll until room the 8 pm)
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Exercise 26. Pronunciation of letters.

A. Often when making reservations or filling in forms, names have to be spelt
out loud. How good is your pronunciation of letters? As a pronunciation
check, list the letters of the alphabet according to the vowel sounds. The
first three have been done for you.

leil i/ lel /ai/ /av/ u:/ la:/
(grey) (green) (red) (white) (yellow) (blue) (dark)
A B _ _ _ _ _
c

B. Spell your full name to your partner and let him/her write it

C. Think of three people you know (family or friends), and spell their name to
your partner as quickly as possible.

1)

2)

3)
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Exercise 27. Alphabet Quiz.

Work in pairs. Read the clues and find the words relating to tourism
that begin with the following letters of the alphabet.

a places to stay, hotels,
guest houses etc

b personal servant in an
expensive hotel

c activity of providing
food and drink

d the central business
district of a city

e activities that amuse or
interest people

f rooms, equipment or
services

g another word for a tip

h a holiday for a newly-
married couple

I list of places to be visited

on atrip

j travel from one place to
another

k place where food is
prepared

| the adjective from luxury

m the opposite of old-
fashioned
n place of entertainment late
at night
0 extra paid work

p holiday including transport

and accommodation
g how good or bad

something is

r repairs and improvements
to a hotel
s another word for personnel
t another word for price or
rate
u another word for metro

v kind of ticket used instead

of money

w animals and plants in their

natural state

Exercise 28. Look at this flow-chart showing the procedure that hotel staff
should follow when dealing with a reservation. Write down on a separate
sheet of paper what the hotel employee says at each of the numbered places,
and then act out a conversation with a partner.
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Answer phone and identify yourself > 1
[

Find our caller's name > 2
I

Find our dates » 3
[

Check availability of room's
[

Company booking ? > 4

Yes

Find out company name » 5

Special rates organized? » 6

Yes No

No

Stayed before? » 7

Continue with booking
(but also refer to Sales
& Marketing
Department)

No

Has guest stayed before? » 7

Retrieve guest history
(preferences, erc.

Put client info system

Reserve similar room

Offer most expensive room » 8

Find out to be settled, e/ g/ by client/on account; full

Yes No
|
Retrieve Offer most expensive
guest history room > 8
and offer
similar room

Take contact details » 10

Ask for confirmation by credit card

l

Give reservation number > 11

I

Ask for confirmation in writing (if not

by credit card) » 12

bill/room and breakfast only > 9
[
Take contact details » 10
I - .
Enter account details (if possible)
[
Give reservation number > 11
|
Ask for confirmation Iin writing > 12
Finishthe call » 13

|
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Exercise 29. Work in pair and practise making hotel reservations by

telephone for different people:

Student A

Student B

Make call 1:
Call Manhattan Hotel and book a single
room with a bath for Pilar Rodriguez of
Bank of Spain for 3 nights from next
Monday

Take call 1:
You work on the reservation desk
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 Wondel 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 from tomorrow

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

Take call 4:
You work on the reservation desk at
Hotel 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 Mrs. Nallder from
LOP International

Exercise 30. Reservation.

The following extracts are from two different letters, a letter making a
reservation and a letter of confirmation, but they have got mixed up. Put them
in the right order to produce two correct letters.

1. | Yours faithfully
Susan Peacock
Secretary

7. | The rooms should be
booked in the names of

John  Brown, Mary
Black, Bill Franks and
Ann Jones.
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2. I look forward to
receiving your
confirmation.

3. | I'would like to reserve
four single rooms from
19" to 24™ November for
four of our managers.

4. | We look forward to
receiving our guests.

5. Dear Sir / Madam

6. | Thank you for your letter
of 16™ September. We
are very pleased that you
have chosen to use our
hotel for your four
managers who will be in
Anyton from 19" to 24"
November.

Letter of reservation

10.

11.

120

Could you please inform
me of your rates and
whether you offer
discounts for company
bookings.

I would like to confirm
your reservation for four
single rooms for these
dates. We are happy to
be able to offer you our
corporate rates, which
you will find in the
enclosed leaflet.

Yours sincerely
Peter Black
Reservations Clerk

Dear Ms Peacock

Letter of confirmation




Exercise 31. At registration.
A. Look at the registration card below. Then read in pair the dialogue at the
reception desk and complete the card.

King James
Hotel

The undersigned authorizes the King James Hotel to use data collected in
this questionnaire for sales and marketing purposes.

Arrival
Departure
Room NO. ..oovvviiiiiiiiiiiine 3 Nationality

Passport NO:, » ves vus sowsamn s soa s 8

Method of payment ’

Cash £ Credit card £

Travel voucher £ Charge to company £

Receptionist: Good afternoon.

Guest: Good afternoon. We'd like to book a room, please.

Receptionist: Fine, what kind of room would you like?

Guest: A single room with bath, please. Oh, and a king-size bed.

Receptionist: I'll just check that we have a room free. Yes, that’s OK. Could you
tell me your name?

Guest: Yes, it's Jan Urbanik. That’s J-A-N and the surname is U-R-B-A-N-1-K.

Receptionist: OK, I've got that. And your nationality?

Guest: Polish.

Receptionist: And how long will you be staying?

Guest: Just a couple of nights, until 8" December.

Receptionist: So that’s a double room for two nights.

Guest: Yes, can you tell me price?
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Receptionist:  Yes, its £95 per night, breakfast included. And could I just take
your passport number?

Guest: Yes, I have it here...it's EG6662781.

Receptionist: Fine, and how will you be paying, Mr Urbanik?

Guest: With a Visa card.

Receptionist: OK, if | can just take an imprint of the card. Thank you. Right, well
here's your key and your room number is 19, on the first floor.

Guest: Thank you.

B. Play out the conversation with your partner.

Exercise 32. Checking-in Conversations.
Work in pairs. Read the conversations at the reception desk of the Seaview
Hotel and dramatize the dialogues. Change the roles.
1
Receptionist: Good afternoon, sir. Do you have a reservation?
Mr Watson: No, I don’t. Er...do you have a double room for two nights?
Receptionist: Um... yes, we do.
Mr Watson: Oh, good.
Receptionist: I’1l just check what rooms we have available. Just a moment. Please.
Mr Watson: Oh, OK, thanks.
Receptionist: Yes, now, let’s see... um... room 414 is free. It’s on the forth floor
and it has a sea view with twin beds.
Mr Watson: Oh, that sounds fine. Er... how much is it?
Receptionist: Well, the cost is $150 per night, including buffet breakfast.
Mr Watson: Oh, fine.
Receptionist: Would you fill out this registration form, please?
Mr Watson: Oh, yes, sure, sure...
**k*k
Receptionist: ... thank you very much. Could I see your passport, please?
Mr Watson: Uhuh, er... here it is.
Receptionist: Thank you very much. How will you be paying for your room?
Mr Watson: By Visa.
Receptionist: Mm, may | have your credit card, please?
Mr Watson: Certainly, here you are...

2
Receptionist: Good afternoon. May | help you?
Ms O’Neill: Yes, I have a room booked. My name is O’Neuill.
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Receptionist: Ah, yes, Ms O’Neill. Yes, it’s a single room with a sea view until
Saturday, is that right?

Ms O’Neill: Yes. Um... and a shower.

Receptionist: Oh, yes, yes. All our rooms have showers.

Ms O’Neill: Um... how much does that cost?

Receptionist: Well, it’s $95 a night but that does include buffet breakfast.

Ms O’Neill: OK. I’ll be paying by MasterCard.

Receptionist: Fine, fine. Would you just fill out the registration form...

**k*k

Receptionist: ... you’ll be in room 301, which is on the third floor. Here’s your
key and your key card.

Ms O’Neill: Oh, thank you. Oh, and what about my suitcase?

Receptionist: Your baggage will be taken up to your room for you.

Ms O’Neill: Oh, that’s good.

Receptionist: Have you stayed with us before?

Ms O’Neill: No.

Receptionist: Well, this leaflet tells you all about the hotel and the facilities.

Ms O’Neill: Oh, well, thank you very much.

Receptionist: Dinner is served from 8 o’clock. Would you like to reserve a table?

Ms O’Neill: Oh, yes, please. For... um... 8:30.

Receptionist: Fine, and would you like a wake-up call in the morning?

Ms O’Neill: No, thanks.

Receptionist: OK. The porter will show you to your room.

Ms O’Neill: Oh, that’s good.

Receptionist: If you have any problems, please, let me know.

Ms O’Neill: All right, and thank you very much.

Receptionist: Enjoy your stay with us!

Ms O’Neill: Thanks!

Exercise 33. Role play.

A. This is the Ritz Hotel Registration Card. Fill it in yourself, as if you were a
guest there.
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*

RITZHOTEL
Registration Card

N 1018 1F:1 11 [T
FOTeNaAMIC. ...t
AccompPanied DY ... ...oieiii e

Payment method Cash  Cheque Company account Credit Card #..................

HOmME address. ......ueeii
PasspOrt MUMDET. ...
Car registration NUMDET . .......iiuii ittt ae
PUIpoSe Of VISIt. .. ..uii i e
SIGNATUTE. .. e ettt e
Special TEQUITEMENTS. ... .ttt

Room number Date of arrival Date of departure

B. Make up dialogues using the following information:

1) You are Mr. or Mrs. Green and you’re checking in at the Ritz Hotel. You
phoned to reserve room. You have arrived a day earlier — is there a room
for you?

2) You are the receptionist at the Ritz Hotel. Welcome the guest and go
through the check-in procedure.

Useful phrases:

- Would you just fill out this registration form, please?
- It’s all right, sir. You can leave that blank.

- Could you just write “NONE” in that place, please?
- Could you also fill in this information, please?

Exercise 34. Sometimes guests arrive to hotels without a reservation. Does the

check-in procedure differ from the one when the guest has booked a room

beforehand?

A. Below are some extracts from a conversation between a receptionist and
a guest checking in without reservation. Put them in the logical order
(from 1 to 10).
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a Would you like an Executive at £125 or Standard at £95?

b And may | take your home address, please?

¢ It’sroom 760 on the seventh floor.

D Hello.

e And the name, sir, 1s...?

f Here’s your credit card, passport, and here’s your key.

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

h _ Justthe one night?

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

J___ How will you be settling your account, sir?

B. Now read the dialogue in pair and check if your suggested order is the
same.

RECEPTIONIST: Can I help you, sir?

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

RECEPTIONIST: Do you have a reservation?

GUEST: No, I don’t.

RECEPTIONIST: OK. Just the one night?

GUEST: Yes.

RECEPTIONIST: And one person?

GUEST: One person, yes.

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

GUEST: Just a Standard.

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

GUEST: Twin, please.

RESEPTIONIST: Do you have a preference for smoking or non-smoking?

GUEST: Non-smoking, please.

RESEPTIONIST: OK. You're in room 760.

GUEST: OK.

RESEPTIONIST: How will you be settling your account, sir?

GUEST: Visa.

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

GUEST: Here you are.

RESEPTIONIST: Thank you. And the name, sir, 1s...?

GUEST: Paul Smith.
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RESEPTIONIST: And may | take your home address, please?

GUEST: It's 5383 Collins Avenue, Miami.

RESEPTIONIST: And do you have a zip code?

GUEST: 23892.

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

GUEST: Here it is.

RESEPTIONIST: Thank you very much.

GUEST: Does the rate include breakfast?

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

GUEST: OK.

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

GUEST: Yes.

RECEPTIONIST: And sign here.

GUEST: OK.

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

GUEST: Thank you very much.

RECEPTIONIST: Enjoy your stay.

Exercise 35. Receptionist deals both with check-in and check-out. Read the
dialogue with your partner.

CHECKING OUT
Cashier: Good afternoon. What can | do for you, sir?
Guest: I’d like to check out now.
Cashier: Your name and room number, please?
Guest: John Smith. Room 678.
Cashier: Just a moment, sir. I’ll draw up your bill...here’s your bill, sir.
Guest: And what this amount for?
Cashier: That’s for the phone calls you have made from your room. And that is for
the in-house movies.
Guest: [ see. May I pay by traveller’s cheques?
Cashier: Certainly, sir...Thank you. Here is your receipt.
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Guest: Thank you. May I leave my luggage here until I’'m ready to leave this
afternoon? I’d like to do some shopping.

Cashier: Yes, sir. How many bags do you have?

Guest: Just these two. I’ll be back at around 3 o’clock.

Cashier: That’s fine. Have a nice day, sir.

Exercise 36. Checking Out.
Fill in the missing words in the sentences below. Choose from the
following. Use each verb once only and remember to put it into the
correct form.

calculate incur liaise settle
check out issue overcharge sign for
dispute itemize return vacate

e.g. Atthe end of their stay guests check out at reception.

1. During their stay at a hotel, guests will...................... charges for the
services which they use in the hotel

2. When a hotel guest eats in the hotel restaurant he/she will be asked
10 S the meal before leaving.

3. Some hotels........................ a luggage pass to show that payment has
been received and the guest is free to leave.

4. Guests usually wish to see exactly what they are paying for, so the hotel

should..............cooiiiiiii, the bill to show each item separately.

5. Most hotels ask guests who are leaving to...................ceeeene, their rooms
before lunchtime.

6. A computer also makes it much easierto ........................... any discount.

7. The receptionist will ask the guests to.................cooiiiiiiin their bills
before leaving the hotel.

8. The receptionist will ..............coeviiiiiiiiii any valuables which have
been deposited for safe keeping.

9. GUESES MAY....cviiiiiii i eaane a charge if they disagree
with it.

10. In order to avoid problems the receptionist
should...............coooiii with the other departments in the hotel.

11. Guests will be very unhappy if the hotel.........................ooinil them

and asks them to pay more.
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Exercise 37. When checking out guest may have problems with a bill.
Complete the check-out dialogue with these phrases and say what queries the

guest had.
have a good journey that’s the registration fee
is everything else all right here’s your bill
how would you like to pay shall | sand you
would you like to sign 1 think you’ll find it’s correct
that was the international

Reception:
Guest:
Reception:

Guest:
Reception:
Guest:
Reception:
Guest:
Reception:
Guest:
Reception:
Guest:
Reception:

Guest:
Reception:
Guest:
Reception:
Guest:

Here’s your bill , madam.

Wait a minute. I think there’s been a mistake.

I’1l just check it for you. ..............ccoeiiinni. 2 The total includes
room service.

But what’s this fee?

.................... 3 which is obligatory in Russia.

And what about this amount?

.................... * phone call you made.

Yes, but it’s so expensive!

Well, we do have a satellite line. ...................cceean. >?
Yes, | think so.

again?

I’m not sure, it depends on work.

....................... ® our updated brochure in the new year?
Yes, OK. Here’s my address.

I hope you enjoyed your stay. ...............c..oueee. ® home.
Thank you. Goodbye.

Exercise 38. Checking out.
A. When checking-out, the guest is to pay the bill. Look at this hotel bill.
What extra costs are usually added to a hotel bill?
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The Admiral Hotel

Bed and buffet breakfast 3 nights @ 2650 7950

Room service 235
Mini-bar 47
Telephone calls 1740
Registration fee 87

Tax (7%) 704

Total 10763 RUR
5% sales tax when paying by credit card

Thank you for choosing The Admiral Hotel. We hope you enjoyed your stay.

B. Read the dialogue in pair and answer the questions.

What did Mr Collins order from room service?
Where is the information about prices?

Who did Mr Collins telephone?

Why are the phone calls from the hotel expensive?
What is the correct total amount for the bill?

How is he going to pay the bill?

o0k whE

Receptionist: Are you checking out now, sir?

Collins: Yes, that’s right. Room four one seven.

Receptionist: Here's your bill, Mr Collins. How would you like to pay?

Collins: Hold on a minute, this can't be right. It says here 10,763 roubles. | think
there's been a mistake. I've been overcharged.

Receptionist: I'll just check that for you. The total includes room service which
you ordered on the evening of the eighteenth. It was a chicken sandwich and
a pot of coffee.

Collins: Yes, that’s right.

Receptionist: This amount here is for the drinks you had from the minibar in your
room.

Collins: Yes, yes, but what's this 704 roubles for?

Receptionist: That’s the local government tax, which we have to charge. It's
explained in the hotel information pack in your room.

Collins: Well, what about this amount for phone calls? I don’t remember making
any phone calls.

Receptionist: I'll just check our records. It says here that there was a call to the
United Kingdom yesterday evening.
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Collins: Oh yes, that’s right — | called my wife. But it was only on the phone for a
couple of minutes — | can't believe it cost that much.

Receptionist: We do have our own satellite dish here at the hotel, which adds to
the cost. But I'll just check that for you. Oh yes, | do apologise, we have
made a mistake here. This isn’t the right amount, it should be 1,760 roubles,
not 1,740. That makes a total of 10,783 roubles.

Collins: But you can't charge me even more for that phone call!

Receptionist: I'm sorry, sir. Would you like to pay by cash or credit card? | have
to point out that there is a five per cent surcharge if you want to pay by
credit card.

Collins: Oh no, it's already expensive enough. I'll pay by cash.

Exercise 39. Reception clerks deal not only with check-in and check-out
procedures, but also with a lot of other things. Choose the word which best
completes each sentence.

1. Guests entering the hotel will find the reception desk inthe ..................... :

a) scullery b) foyer ¢) back office d) corridor

2. One of the jobs of a receptionist iSt0 ........................ complaints.

a) manage b) deal with C) organize d) regret

3. People who use the same hotel on several occasions are called.............

a) normals b) returners c) regulars d) usuals

4. Customers with valuable items should use the................... provision.

a) safe deposit b) secure C) savings d) lock up

5. The people who use a particular hotel are known as the ................ .

a) guest list b) long stays c) clientele d) usuals

6. When guests arrive the receptionist usually asks them to sign the................. :
a) register b) bookings form c) ledger d) guest bill
7.EBachdaythe .................... list shows the names of the guests expected.

a) stop-go b) records c) arrivals d) room

8. If guests lose their room keys, a member of staff can open their room door with
R key

a) main b) passage C) pass d) card

9. Messages for guests who are out should be placed in the appropriate
................. at reception.

a) pigeon hole b) key hole c) bird box d) key hook
10. Hotels may manage to fill vacant rooms with .................... bookings.
a) opportunity b) chance c) early d) provisional

11. People who have booked but don’t arrive are known as......................
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a) delays b) no comers c) failures d) no shows
12. In order to be successful, a hotel must try to maximize room..................... .
a) availability b) turnover C) status d) occupancy

Writing

Exercise 40. Refer to Exercise 7 from Vocabulary Practice. Read a fax
reservation again and reply to the reservation by fax, asking for any
additional information you require.

Melissa Hotel

[ J
FAX MESSAGE

From: Date:
To: No. of pages:
Attention:

Exercise 41. 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

A. Rewrite the telex in plain language.

B. 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 from14 February,
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in the name of P. Noble, ask for confirmation by telex as soon as
possible.

C. Now write the telex reply to Mr. Casado’s telex, confirming the
booking.

Exercise 42. Translate the following sentences from Ukrainian into English.

1. IcHye kinbka cnocoOiB, sIK 3a0pOHIOBaTH KIMHATH Yy roteni. HaiOuiem

3BHYHUMHU € TEICPOHOM, TIOMTOI YU €IEKTPOHHOO MOMITO0, hakcoM. KoxkeH
croci® Mae CBOi mepeBary 1 HeI0MIKH.
2. BbpoHtoBanHs _TenedoHOM — IIBHJAKE, 3pydHe, HajgiiiHe. Bu Moxkere

00roBOpHUTH, Ky KiMHATy Bu x0Tl 6: Ha OJIHY UM JABI OCOOM, CTAHIAPTHY YU

MIIBUINEHOT KOMMOPTHOCTI, 13 OKPEMOIO BAHHOK KIMHATOIO 4YM CHOUILHOKO, 3

BUJOM Ha Mope 4M Ha mapk. OgHak, TeaedhoHHa JiHIS MOXKE OYTH 3aMHATOIO 1

BAXKO OyJie TOJA3BOHUTHUCA 10 penernilii. A60 Moxe OyTH MOraHu 3B‘SI30K 4u
Bac MoxyTh po3‘eaHatu.

3. Y MuHynoMy OpOHIOBaHHS TOIITOIO Oylo myxe momyiaspHuM. OpHak,
noTpiOHO OyJno ayke Oararo yacy, o0 3adpoHtoBaTd HoMep. Huni nucbmoBe

OpOHIOBaHHSI €JEKTPOHHOIO TOIITOI0 IMIMPOKO YBIWNLIO B TpakTuky. lle —

MIBUAKWN Ta HagIMHUK criocl0. I'oTens mUCcbMOBO HIATBEPKYE OpOHIOBAHHSL.

Bu moxere aetanbHO onrcatu Bamn BUMoru 1 modakaHHsl.
4. Peueniiss y BEIUMKOMY TOTeNl JAUIMTbCA Ha Kulbka cekmil: [lepma —

peecTpalliifiHa CTiKa, J€ T'OCTI peecTpyroThes. Jpyra — 1e Micie, Je TOCTi

3a0MParOTh KJIIOYl, MOMITY TOIIO. 3a CTIMKOI € CTEJIaX JUII KOPECIIOHACHI].
Tperst cexuist — iHbopmariiitHa. ['OCTi 3anUTYIOTh MPO pi3HY iHbOpMAIILiTo,

pOOJIATh JTIOMOBJICHOCTI IMOAO MICHEBUX ToAopokei. UYerBepra — Miclie

kacupa. Kacup orpumye omnaty, nepeBipse 4yeku, oOMiHIOe Bamtory. [I‘sTa
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CeKIIisl — TpaHcmopTHA. ['0CTi MOXKYTh 3aMOBUTH TPAHCIIOPT YHM MOPaAy 100

CBO€1 MOIOPOXKI.

5. OcHOBHOI (YHKIII€IO pELENIli € MNPOBEICHHS MpOIEIypH peecTpali Ta
Bunucku. IlepcoHan peneniili TakoX HaJa€ KOPUCHY 1H(OPMAINIO TOCTSIM.
OO06o0B‘s13KkM Ha pelenilii cX0Xki 1 B MAJICHBKOMY TOTEJ, 1 Y BEIUKOMY. Xo4a y

MaJIeHbKOMY TOTENi OJWH 4YH J[Ba TNpaliBHAKAa MOXYTh MpaIllOBaTH Ha
pereniiii. A y BEJIUKOMY TOTENll Mpairoe Habarato OuIbINE IMPaIliBHUKIB.

Opnak, B 04ax TOCTEH, MPAIiBHUKU PEUENIIii € IpeICTABHUKAMHU FOTEII0, HOTO

00 IMYYsIM.

Talking Points

Exercise 43. Make up brief dialogues that might result from the following
situations at the front desk of a hotel.

1) You are the room clerk. Mr. and Mrs. Wilson are in the process of
checking in. They have two young children with them. They want to know if they
can have beds set up in their room for the children. You assure them that this is
possible, indicating you will ask the housekeeper to take care of it immediately.

2) You are the front-desk cashier. Mr. Rossi is checking out. You ask him if
he has made any phone calls in the last hour. He has made two, which have not yet
appeared on his account. You ask him to wait a moment while you check the calls.
You get the information quickly, enter it on his account and then present him with
the corrected bill.

Exercise 44. You are an experienced reservation clerk of the Melissa Hotel. A
new trainee was sent to your Reservation Department for his internship.
Explain him:
v’ the ways of making reservations (oral, written);
v’ advantages and disadvantages of every type (fax, e- mail, telephone, in
person, etc.);
v' the usual procedure the reservationist should keep to when making a
reservation over the telephone.
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SELF-STUDY ACTIVITIES

UNIT 1
Text1

Exercise 1. Look through the active vocabulary before reading the text and
try to memorize it. Then read the text and write out in the vocabulary the
unknown words and word combinations.

Active Vocabulary

to be similar OyTH CX0XKHM, TTOAIOHUM
originally 3 CaMOoro MOYaTKy
to post rates OT'OJIONTYBATH, MOBIIOMJISITH PO PO3IIHKA
to obtain OTPUMYBATH
ice bucket BiJIepIIC 3 JIHOJIOM
to be aware of smth 3HATH PO MIOCh, OYTH 0013HAHUM 13 YHMOCH
a community kitchen CIJIbHA KYXHSI
bell-hops HoCIi Oaraxky B roreni
Hotels

In the United States hotels and motels are similar. The main difference
between them is the type of building and location. Motels were originally, built
along highways in the Unites States to serve long-distance travellers. They are
often only one or two stories high and are long narrow buildings where you can
park your car right in front of the room you are staying in. They are usually found
outside of the center of town.

Hotels and motels are not required to post rates, so it is a good idea to ask
when you check in (arrive and register). In a typical room you will find: two single
or double beds (you can usually request what you want), a telephone and telephone
direction, a private bathroom with towels and soap, a television, individually
controlled heating and air-conditioning, a closet for your clothes and luggage, the
Bible, writing supplies (paper, envelopes, and postcards), electrical outlets,
drinkable tap-water, glasses, and usually a container for ice (an ice bucket; the ice
can be obtained from machines located in various places throughout the building).
In addition, many hotels provide a directory of the services provided, such as room
service (you telephone and order for food to be delivered to your room) and
overnight laundry service. Most hotels have smoking and non-smoking rooms or
floors. Most Americans now feel strongly that you should not smoke in a non-
smoking area.
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Breakfast is not usually included in the room rate. Most hotels and motels
have their own restaurant and / or coffee shop where you can obtain meals, but you
must pay separately. This is also true of room service. In both cases, you may
charge everything to your room number and pay for it when you leave. Room
service is more expensive than eating in the hotel coffee shop or restaurant.

You should also be aware of two additional hotel / motel expenses. The cost
for using the telephone in your room is very high. It is much cheaper to use a pay
phone. Motels do not have people to help you with your luggage, but hotels do.
They are called "bell-hops” and they expect a tip. One dollar for each bag is
acceptable.

Less expensive places are youth hostels. You do not need to be a "youth" to
stay in a youth hostel; all you need is a pass, which you can obtain in your own
country or at a hostel in the United States. Hostels provide simple dormitory
sleeping arrangements with a community kitchen. You can obtain information in
the Hostel Guide and Handbook published annually by American Youth Hostels.
Most youth hostels have overnight accommodations, and they are usually centrally
located in large cities. Their rates are about half those of hotels, and both members
and non-members are welcome. They are referred to informally as "the Y", and
usually have a swimming pool and gymnasium facilities.

In recent years another kind of hotel is becoming popular. It is called "bed
and breakfast”, and it is similar to the European pension. The building is actually a
private home that has been converted to a small hotel for overnight visitors.
Staying in a bed and breakfast house will bring you in close contact with local
people.

Exercise 2. Translate and transcribe the following words:

- highways - throughout

- register - overnight

- request - laundry

- supplies - luggage

- bucket - youth

- gymnasium - arrangement

Exercise 3. Write Ukrainian equivalents to the following:

1. to serve long distance travellers;

2. individually controlled heating and air-conditioning;
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3. writing supplies;

4. to deliver smth to somewhere;

5. additional hotel expenses;

6. simple dormitory sleeping arrangements;

7. overnight accommodations;

8. to be converted to smth

Exercise 4. Fill in the correct preposition and make sentences of your own.

1. ... front ... the room; 5.toinclude ... the room rate;
2. to bring smth ... the room; 6. to be aware ... expenses;

3. ... addition; 7. to help ... the luggage;

4. 1t 1S true ... room Service; 8. to convert ... a small hotel.

Exercise 5. Find in the text the synonyms to the following words:

- to be situated
- when you leave the hotel
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- to ask smb for
- to_bring smth to the room

- baggage
- to_get information

Exercise 6. Give definitions to the following terms. Do it in the example.

e. g. — A hotel is the establishment that provides temporary accommodation and
catering for people who are travelling.
- A motel is the establishment that ...

A pension is ...

A private house ...

A B&B house ...

A hostel ...

Exercise 7. Choose the correct word:

1. In the US hotels and ... are similar.
a) hostels; b) motels; C) pensions; d) private houses.
2. B&B hotel is actually a private home that has been converted to a

small hotel for ... .
a) students; b) long-distance travellers; c) overnight visitors;  d) pensioners.

3. Many hotels provide a directory of the services provided such as ...
and overnight laundry service.
a) simple dormitory b) telephone c) coffee shop; d) room service.
arrangements; directory;
4, The hotels have a ... to help visitors with their luggage, but motels
don’t.
a) night auditor; b) receptionist; c) bell-hop; d) reservationist.
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5. Hostels provide simple dormitory sleeping arrangements with a ... .
a) private b) community c) overnight room d) non-smoking
bathroom; Kitchen; service; room.

Exercise 8. Answer the questions to the text.

1. What is the main difference between hotels and motels?

2. Where were motels originally built?

3. Why s itagood idea to ask about the rates when you check in?

4.  What facilities are there in a typical room?

5. What do many hotels provide in addition to the main facilities?

6. Where can hotel and motel guests obtain meals?

7. Whatis "the Y"?

8.  What kind of hotel are becoming popular in recent years?

Exercise 9. Write questions to fit the answers.

1.

Motels were originally built along highways.

2.

You will find such facilities in a typical hotel or motel room: a bed, a telephone
and a telephone directory, a private bathroom, TV, a closet for clothes and luggage,
electrical outlets, glasses, drinkable water.

3.

Room service and overnight laundry service are the services which are offered by
any hotel to its guests.
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4,
Room service is more expensive than eating in the hotel coffee shop or restaurant.
5.

They are called "bell-hops™.

You don’t need to be young to stay in a youth hostel, you simply need a pass.

Staying in a B&B house will bring you in close contact with local people.
Exercise 10. Find English equivalents to the following:

- 3 CaMOro I1049aTKy,

- npuOyTH B roTens 1 3apeectpyBatucs (1 Bupas);

- JIBa OJHOCITAJILHUX JIKKA,

- JABOCIIAJIBHC Hi)KKO;

- GHGKTpI/I‘-IHi PO3CTKU;

- TIMTHA BOJIa 3-MiJ] KpaHa;

- BlJEpIIE 3 JIbOJIOM;

- I1JI01000BI IMOCTYTH MPaJIbHI;

- BKJIIOYATH y BapTiCThb HOMEPY;

- IUIATUTH OKPEMO 3a MOCIIYTy "00CIyroByBaHHs B HOMepax';

- Takco(oH;

- TIOpThE (HOCIH);

- HagaBaTwu, 33663HC‘1YB8.TI/I KOT'OCh YHUMOCB,

- HAOJIW3UTHU OO MICLEBUX JIIOJIEN.
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Exercise 11. Translate the sentences using the topical vocabulary from the

text.

1. MoTeni HEe OroJomYyIOTh CBOiX PO3IIHOK, TOMY, KOJIU BH INpUOyBaeTe y
roTelb, BaM Kpallle 3aUuTaTy PO IiHY.

2. MorTeni B OCHOBHOMY — II€ JIOBI BY3bKl OYIiBIi, 1MOOyA0OBaHI Ha y30144i
Tpacu JJI1 MaHJIPIBHUKIB, K1 MOIOPOKYIOTh HA JIaJieKi BIJICTaHI.

3. Y Moteni BH MOXKETE€ IPUIIAPKYBATH Ballle aBTO NPSIMO IIijJ BIKHAMU
KIMHATH, I¢ BU 3YITHHUJIUCS.

4, 3a3Buuaii, MOTEJl — II€ OJHO-IBOIIOBEPXOB1 OV/IBJII 3a MEXKaMHU IIEHTPY
MICTa.

5. € KiIbKa I0JaTKOBUX BUTPAT Y MOTEJISX, SKi OIIAYYIOThCS OKPEMO.

6. Tak, O1IBIIICTH MOTEJIIB MA€ BJIACHY KaB’SIPHIO YU PECTOPaH, JI€ BU MOXKETE
Mo0011aTH 33 OKPEMY IIIHY.

1. VY Morensx, Ha BIAMIHY BIJI TOTSIIB, HEMA€ HOCIIB, K1 O MOTJIM JIOIIOMOITH

BaM 3 BaIllUM Oaraxem.

Exercise 12. Compare hotels and motels taking into account the following
items:

- location;

- rates;

- typical furnishing of the room;
- additional services;

- staff.

Use the phrases:
- Like ..., ... whereas ...,

- Unlike ..., as ... as ..., not so ... as, ... than ... .

Write at least 10 sentences.

Exercise 12. Render the text in writing. Refer to the plan of rendering in
Appendix 2.
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Text 2

Exercise 1. Look through the active vocabulary before reading the text and
try to memorize it. Then read the text and write out in the vocabulary the
unknown words and word combinations.

Active Vocabulary

self-catering accommodation pO3MileHHs 0€3 XapuyBaHHS Ta
00CITyrOByBaHHS

rented accommodation PO3MIIIIECHHS, IKe MOKHA OpEHIYBaTH

specially-built accommaodation, PO3MIiIlIeHHS, siKe 30yI0BaHe 3 IEBHOIO

(purpose-built) METOIO

to mix with the locals 3MIIIATUCS 3 MICIIEBUM HACEJIEHHSIM

to grow in importance HAOyTH OLIBIIOI Baru

village dwelling CLIBCBHKI TIOMEITKAHHS

blocks of holiday apartments 0araTonoBepXoBi TYPUCTUYHI
KOMILJICKCH

to buy a share KYIUTH YacTKy, Tai

units of time OJIMHHIII Yacy

Rented Accommodation and Time Share

One of the simplest ways in which tourists obtain self-catering
accommodation is by renting a house or apartment. There is almost no limit to the
type of accommodation which can be rented by tourists. Apartments in Spain,
villas in Italy, chalets in Switzerland, log-cabins in Canada, farmhouses in France,
and country cottages all over Britain are all important elements in the
accommodation sector of the tourism industry of these countries and others like
them. Rented accommodation of this kind often appeals to tourists who prefer to
live in a "real™ home similar to those of the inhabitants of the country or region
they are visiting, rather than specially-built tourist accommodation. This enables
them to experience a little of the life of the people living at their holiday
destination. They shop in the food shops, they use the restaurants, and generally
have more opportunities to mix with the locals. Much rented self-catering
accommodation is owned by people who already have a home of their own
elsewhere, but who want to own a second home to be used by themselves and let
out to others, in return for payment. Sometimes the owner of the second home may
live in another country, far away from where the home is located. For example,
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many British people have bought second homes overseas which they use
themselves and let out to other British people as holiday accommodation.

Over the last 20 years, self-catering accommodation has grown in
importance in Britain and in other countries, as more and more places have been
converted for use as tourist accommodation. As countryside areas have become
more popular for weekend breaks and longer holidays, many farm buildings and
village dwellings have been used as accommodation for tourists. In many tourist
destinations, new accommodation has been built, to be sold to people who live in
other countries or in different parts of the same country. Many Mediterranean
countries, for example, have constructed blocks of holiday apartments and holiday
villages which are sold to overseas residents.

Timesharing is a variation of this arrangement. Timesharing is the name
given to the arrangement by which someone buys a share in an apartment (for
example) which entitles them to use the apartment as their own during a specific
set time every year. Timeshare accommodation is sold in units of time — usually
one week — and people buy as many units as they can afford.

The units vary in price according to which week in the year they cover.
Naturally a week in August will cost much more than a week in February. Owners
of units of timeshare accommaodation can either use the time to have holidays there
themselves, or let out the accommodation to others in exchange for rent. Most
timeshare accommodation is sold in Mediterranean countries in the form of
purpose-built apartments or villas but it is also becoming more popular in Britain,
where some large country houses have been divided into flats and sold on a
timeshare basis. Areas such as the Lake District contain purpose-built holiday
accommodation which is also sold as timeshares.

Exercise 2. Translate and transcribe the following words:

- chalet - convert

- catering - variation

- inhabitant - arrangement
- experience - afford

- Mediterranean - naturally

- purpose - either

Exercise 3. Write the Ukrainian equivalents to the following:

1. to obtain self-catering accommodation;
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2. to appeal to tourists;

3. rather than;

4. to enable smb to do smth;

5. to experience life of the locals;

6. holiday destinations;

7. to let out;

8. to sell accommodation to overseas residents.

Exercise 4. Fill in the correct preposition and make sentences of your own.

1. accommodation sector ... tourism 5..to let ... accommodation ...
industry; tourist;

2. to mix ... the locals; 6.. ... a specific set time of the year;
3. to vary ... price; 7. a share ... apartment;

4. to convert ... use as tourist 8.... exchange ... .

accommodation;
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Exercise 5. Find in the text the synonyms to the following words:

- to get accommodation;

- to be like smth;

- residents of the country;

- overseas residents;

- to build block of holiday

- to be different in price;
- to rent accommodation

- village area

apartments;

Exercise 6. Give definitions to the following terms. Do it as in the example.

E. g. — Accommodation is the place for someone to stay, live or work.

Self-catering accommaodation is the place for tourist to

Rented accommodations is

Specially-built accommodation

Holiday accommodation

Timesharing accommodation

Exercise 7. Mark the following statements as True or False.

One of the ways tourists can obtain self-catering accommodation is by renting
a house or apartment.

There is a certain limit to the type of accommodation which can be rented by
tourists.

Living in villas, country cottages, farmhouses etc. often appeals to tourists who
prefer to live a similar life of the inhabitants of the country.

People who live in self-catering accommodation have many opportunities to
mix with the locals.

Time-sharing isn’t the variation of self-catering accommodation.

Owners of units of timesharing accommodation can only use it themselves and
cannot let it out to other people in exchange for rent.
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Exercise 8. Answer the following questions to the text.

1.  What is one of the simplest ways in which tourists obtain self-catering
accommodation?

2. Whom does rented accommodation appeal to?

3. What does rented accommodation enable tourists to do?

4. What is the advantage of owning second homes?

5. What is timesharing?

6. How is timesharing sold?

7.  Where is most timeshare accommodation sold?

Exercise 9. Write questions to fit the answers.

Tourists can obtain self-catering accommodation by renting a house or
apartment.

The important elements in accommodation sector of tourism industry are, for
example, apartments in Spain, villas in Italy, chalets in Switzerland, log-cabins
in Canada etc.

Tourist can experience the real life of the local residents in many ways.

Yes, it is. Timesharing is the variation of self-catering accommodation.

Most time share accommodation is sold in Mediterranean countries and it is also
becoming popular in Britain.

The price of timeshare units depends on the week in the year they cover: a week
in August will cost much more than a week in February.
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Exercise 10. Find the English equivalents to the following:

B35ITU B OPEH/y MICII€ PO3MIIICHHS;

3/1aTH B OPEH]Iy MICIIE PO3MIIIEHHS;

BaXXJIMB1 €IEMEHTH CEKTOPY PO3MIIIEHHS TYPUCTUYHOTI raiys3i;

HaJ[aBaTH NIepeBary MpoKMBAHHIO B OyJIMHKAX, B IKUX KUBYTh
MICIIEB1 MEIIKAHIII;

- HaOyTH BaXJIMBOCTI / Baru;

- MICUS BIANIOYMHKY TYPHUCTIB;

- 30ynyBaru 0araTornoBepXOBi TYPUCTHYHI KOMILUIEKCH;

- TpuadaTH 4acTKy B 3ac00ax PO3MIIICHHS;

- pI3HUTHCA 3a LIHOIO;

- TOJUIUTH BEJIUKUN CLILCHKUI OYJAMHOK Ha KBAPTUPH.

Exercise 11. Translate the sentences using the topical vocabulary from the
text.

1. OpauH 13 NUIIX1B OTPUMaHHSA TYPUCTAMHU MICIISI PO3MIMIEHH 0€3 XapuyyBaHHS

1 00CIIYroBYBaHHSA — 1€ 3HITU OYANMHOK YHU KBAPTUDY.
2. Posmimenns 6e3 xapuyBaHHS W OOCITyrOBYBaHHsI MPHUBAOJIOE TUX TYPHUCTIB,

K1 XOUYTh OLIbIIIE CHUIKYBATUCS (3MIMIATUCS) 3 MICIICBUMHU MEIIKAHIISIMH.

3. BrmacHukm nexiabkox OYIWHKIB MOXYTh 3J1aBaTH B OPEHJY JCSKI 3 HHX
TypUCTaM 1 OTPUMYBATH ILJIATY 34 II€.
4.  Micug po3minieHHs1 0e3 XapuyBaHHs 1 00CITyroByBaHHs 3a ocTaHHi 20 pOKiB

CTaJIM JIy>Ke MONYyJSpHUMHU Y bpuTaHii Ta IHIIMX KpaiHax.
5.  Micis po3MillleHHS 32 CUCTEMOIO "Talmiiiep” — 11e OJuH 13 BUIB PO3MIIICHHS

0e3 xapuyBaHHS 1 00CITyroByBaHHS.
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6. Micus po3mimieHHs "Taiimiuep" MpoAaloTbes TypHCTaM B OJMHUILIX 4Yacy, B
OCHOBHOMY, II€ OJAMH THXJIEHb. L{iHa BapilO€ThCS 3aJIEKHO BiJI MOPU POKY.
[IpupoaHO, 0 THXKIAEHDb y CEPITHI KOIITYE HAbarato OuIbIIE, HK Y JIOTOMY.
BnacHuk# TakuxX OJMHUIIL Yacy Ha MOMENIKAaHHS MOXKYTh caMi BiIIOYMBATH
a00 3/1aTH 1X B OPEH/Y 32 OIJIaTy.

Exercise 12. Render the text in writing. Refer to the plan of rendering in
Appendix 2.
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Extra Activity
Work out the exercises similar to those after Text 1, 2.
Text3
Holiday Centres and Holiday Parks

Holiday centres and parks are a special form of accommodation, where, in
addition to the accommodation itself, entertainment and leisure facilities are
provided. In Britain, holiday centres used to be called "holiday camps". Now, not
only the name has changed: holiday centres such as Butlins Holiday Worlds and
Pontins, the best-known British examples, are exciting places with comfortable
accommodation and the very latest sports, leisure and entertainment facilities.
Since the mid-1990s, Butlins have invested £100 million in updating their five
holiday centres, which between them now welcome over 1.5 million tourists every
year. Accommodation in holiday centres such as these is in bungalow-type chalets
arranged in "streets" as in a small village. Guests may cater for themselves or
choose to eat in many of the restaurants and cafés available.

A Dutch company, Center Parks runs 14 holiday centres in Europe,
including one in Sherwood Forest, Nottinghamshire and one at Thetford on the
Norfolk / Suffolk border. The accommodation in these comprises comfortably-
furnished villas, each with a small patio. A range of outdoor sports is available
including archery, canoeing and pony trekking, but the most popular facility,
regardless of the weather, is the covered sub-tropical swimming paradise at the
centre of the park. A huge domed roof ensures that the pool is usable all year round
and maintains a sub-tropical climate inside.

Holiday parks developed from the camping and caravanning tradition. Since
the 1930s, camping and caravanning have been popular holiday activities among
tourists who enjoy the countryside and who are prepared to provide their own
meals and home comforts in the limited space of tents or caravans. British tourists
in particular have always been enthusiastic about this form of self-catering
accommodation, even in their own country with its often unpredictable weather.

Some major changes in the accommodation sector in the past 20 years or so
have taken place in this part of the industry. Camping and caravanning parks in
Britain and in other countries have developed considerably from being no more
than a field with a concrete toilet block in the middle. The parks themselves have
become much more luxurious, providing a whole range of facilities such as
restaurants, pubs, sports and leisure centres, shops, and all kinds of entertainment,
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from play leaders for children to night clubs and discos for older customers. British
camping and caravanning parks offering these facilities often call themselves
holiday parks, to emphasise that they offer much more than simply a place to eat
and sleep while on holiday.

Tents and caravans have also changed considerably in recent years. Most
caravans now being used by holiday makers are similar to small apartments, with
separate bedroom, toilet and bathroom and all the comforts of home, including
colour television. Even tents are now sold with room divisions, and built-in
groundsheets and linings make them easy to erect as well as being light and strong.

Holidays using this form of accommodation are not limited to those people
who own tents or caravans. Many holiday companies provide these, together with
all the necessary furniture and equipment, and their customers simply arrive at the
holiday park and move in.
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UNIT 2
TEXT

Exercise 1. Look through the active vocabulary before reading the text and
try to memorize it. Then read the text and write out in the vocabulary the
unknown words and word combinations.

Active Vocabulary

refuge IPUTYJIOK

to go in aid of smb J0IoMaraTu KoMych

there is no charge to stay here 3a nepeOyBaHHs TYT IPoIICi He OepyTh
to be in desperate need of smth BiJJYyBaTH KPaiHIO MOTPeOy B 4OMYCh
notorious for smth BiJIOMHI YIMOCH

fire precautions MPOTHUIIOKEKHI 3aXO0IH

have special English touch MaTH OCOOJIMBY aHTIIHCHKY PHCY
squash courts MalTaHYUKH, KOPTH JUIS TPU Y CKBOIII
strict dress-code CYBOpHUH APECKO]T

fully-stocked bar TIOBHICTIO YKOMIUIEKTOBaHU Oap

London Hotels and Hotel Facilities.

The City Refuge

This Refuge was started in the 19" century by Methodist Missionaries in the
East End of London. Traditionally, the East End has always been the poorest part
of London and the people who started this Refuge went in aid of those who had no
money, and nowhere to sleep. The Refuge still runs today on the same basis. There
IS no charge to stay here, and there is even tea and toast in the morning. The people
who run the Refuge, however, do not accept anyone who has been drinking alcohol
or taking drugs. They will only take people who are in desperate need of
somewhere to sleep. The problem they face, however, is that nowadays there are
more people needing this accommodation than the Refuge has room for.

Long-Term Hotels
There are several streets around an area of London called King’s Cross that
only have this type of accommodation. They used to be for tourists who were on a
budget and wanted to be centrally located. But this has now changed. King’s Cross
has turned into an area notorious for crime of all kinds, and tourists, in particular,
are advised not to go there at all. Long Term Hotels in this area are fairly cheap
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due to the accommodation being very basic: a bed and a wash-basin in the rooms,
with a shared bathroom. They are often dirty, damp and dangerous. They seldom
have proper fire precautions and dealing in drugs is a common feature in these
hotels. Not for the clean-loving visitor!

The Bayswater Hotels

This area of London is a few minutes™ bus ride away from Hyde Park. The
hotels are reasonably priced and the area is a safe one which attracts many tourists.
The Bayswater Hotels are often large houses which have been turned into small
hotels. As a result they have a warm, friendly atmosphere. The rooms, though
small, are kept very clean and have that special English touch — the tea-tray. This is
to enable guests to make themselves a cup of tea or coffee at no extra charge.
These hotels sometimes have a bar and restaurant which are reasonably priced, and
can be used by people who are not even staying in the hotel. Very often guests of
the hotels have their breakfast and evening meal included in the price of the room.

The YMCA

The Young Men’s Christian Association has a very impressive complex in
the heart of London’s West End. Originally the YMCA met together for religious
studies, but it has now grown into a huge international organization. The YMCA in
Tottenham Court Road has some of the best facilities in Central London. It has a
gym, squash courts and a swimming pool. It is a long term hotel and many
residents, both men and women, stay there for months, even years. The rooms are
for single people. They are very comfortably furnished and all have their own
bathroom. It may seem an expensive place to live, but if you want lots of things to
do and want to meet lots of people in a safe, central environment, then this is for
you.

The Dorchester Hotel

The Dorchester, situated in the heart of London, is one of the most luxurious
and expensive hotels in the world. A single night in one of their suites can cost you
thousands of pounds. The services they offer are the best you can find, from
serving you tea to driving you around London. The staff have a strict dress-code
and always wear a uniform. The Dorchester offers everything the lover of luxury
could want, especially as it’s provided in a very discreet, professional and very
friendly manner. This hotel is not for people who like the casual touch. The rooms
are absolutely luxurious, with colour televisions, jacuzzis, a fully-stocked bar,
fresh flowers and fruit. Definitely, a hotel for people with taste and a large bank
account.
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Exercise 1. Translate and transcribe the following words:

- refuge - religious

- budget - furnish

- fairly cheap - environment
- feature - luxurious

- reasonably priced - luxury

- association - casual

Exercise 2. Find Ukrainian equivalents to the following:

1. to run the hotel on the same basis;

2. tourists on a budget;

3. accommodation with a shared bathroom:

4. acommon feature in this hotel;

5. to enable guests to make themselves a cup of tea or coffee;

6. along term hotel;

7. inadiscreet professional friendly manner;

8. people who like the casual touch.

Exercise 3. Fill in the correct preposition and make sentences of your own.

1. an area notorious ... crimes; 5. acup oftea ... no extra charge;

2. cheap due basic 6. serving you tea ... driving you,
accommodation;

3. ... aresult; 7. a discreet professional manner;

4. large houses turned ... small 8. people ... a taste and a large bank
hotels; account.
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Exercise 4. Find in the text the synonyms to the following words:

- to lend smb a hand in doing smth;

- place for people needing
accommodation;

- in the centre of London;

- to be famous for smth;

- main facilities;

- the price of the room;

- without any additional payment;

- rich, well-to-do people.

Exercise 5. Choose the correct answer to the following questions.

1. What kinds of hotels can be found in London and nearby?
A City Refuge, YMCA, luxurious hotels, reasonably priced hotels and
long-haul hotels.
B City Refuge, YMCA, luxurious, reasonably priced hotels and fairly
cheap ones.
C City Refuge, YMCA, YWCA, B&B hotels, luxurious and cheap hotels.
D Luxurious, reasonably priced, fairly cheap hotels.
2. What is the basis the Refuge is run today?
A The Refuge is run by Methodist Missionaries.
B The Refuge is run on the basis of aid to alcohol and drug addicts.
C The Refuge is run on the basis of aid to homeless people.
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D

The Refuge still runs today on the basis of aid to those who had no
money and nowhere to sleep.

3.  What is special about the Bayswater Hotels in London?

A

B
C
D

They have a warm, friendly atmosphere and special English touch — the
tea-tray.

They have a bar and a restaurant which are well priced.

It is a few minutes’ bus ride away from Hyde Park.

The Bayswater Hotels are large houses which have been turned into
small hotels.

4. What facilities are offered for luxury lovers in the Dorchester Hotel?

A

B

The Dorchester Hotel offers its guests the best service from tea to
driving you around London.

The rooms are absolutely elegant with TV, separate bath, mini-bar, tea-
and-coffee making facilities.

The rooms are absolutely luxurious, with colour TV, jacuzzis, a fully-
stocked bar, fresh flowers and fruit.

The range of facilities at the Dorchester Hotel include satellite and cable
TV, separate baths and showers, a fully-stocked bar, bough of fresh
flowers.

5. Who are Long Term Hotels in King’s Cross supposed for?

A
B

C
D

For tourists who are on a budget and want to be centrally located.

For tourists who are fond of adventures and don’t mind criminal
surroundings.

For the clean-loving visitors.

For the young religious visitors.

6. What kind of accommodation is the YMCA?

A
B

C
D

Exercise

It’s the accommodation for religious people.

It’s the accommodation for both men and women who can stay here for
months, even years.

It’s the accommodation for single men and women.

It’s the accommodation for rich people.

6. Write questions to fit the answers.

The Refuge goes in aid of those people who had no money and nowhere to
sleep.
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The problem the Refuge faces is that there are more people needing such
accommodation than it has room for.

3.
Long Term Hotels are often dirty, damp and dangerous, they don’t have
proper fire precautions.

4,
Because the Bayswater Hotels were turned from large houses into small
hotels, they have a warm friendly atmosphere.

5.

Yes, they are. The rooms here are clean and have special English touch to
enable guests to make themselves a cup of tea or coffee at no extra charge.

Exercise 7. Write English equivalents to the following:

1. misgTH HA TIA caMii OCHOBI;

2. 3ITKHYTHCS 3 IPOOIEMOIO;

3. TYpHUCTHU Y SIKUX HE Jyxke 0araTo rpoiiei;

4. 3aBASKU IOCUTH JICIIEBUM MICIISIM PO3MIILICHHS;

5. yMHBaJIbHUK Yy KIMHATaX;

6. BiaBiayBay, IKUH JTFOOUTH YUCTOTY;

7. 3a NeKuIbKa XBUJIMH 13711 Ha aBTOOYCI;

8. roreni 3 HOMIPHUMH LIIHAMU;

9. Temna npyxHs atmocdepa;

10. migHOC U1 Yaro;

11. 3pyyHo ymeOb0BaH1 KIMHATH;

12. mo0Outenb po3KoIiIi.
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Exercise 8. Write a list of facilities for every type of accommodation in
London mentioned in the text. Add 5 more facilities you think can be found in
them.

The City The Long- The The YMCA The
Refuge Term Hotels Bayswater Dorchester
Hotels Hotel

Exercise 9. Translate the sentences using the topical vocabulary from the text.

1. Micbkuil OpUTYJIOK HAJA€ PO3MIIICHHS TUM JIIOASM, Kl BIIYYBAIOTh KPAWHIO

moTpeOy y MiCIl JUIsd HOYIBJII Ta HE HAaJa€ THUM, SKI I'IOTh a00 BKHBAKOTh

HAPKOTHUKHU.
2. Micbkuil pUTYJIOK HE Oepe IIIaTy 3a HOYIBJIIO 1 HABITh IPOIOHYE Yaif 1 TOCTH

Ha CHIJIAHOK.
3. ToTeni ansg TpUBAJIOr0 MPOKUBAHHS — AOCUTH JCIIEBI, TOMY IO MPONOHYIOThH

aunie 0a3oBl 3pPYYHOCTI: JIDKKO, YMHUBAJIbHUK 1 OJHA BaHHA KiMHaTa Ha

JIEK1JIbKA HOMEPIB.

4. Torem beliceoTep — O0e3mneuHi, NPONOHYIOTh PO3MIIIEHHS 33 NOMIPHUMH

I[IHAMHM, MalOTh TEILTY, JAPYKHIO atMocdepy. BoHM 4mCTI 1 MalOTh OCOOJIHBY

AHTJIUCHKY PUCY — IMIAHOC UL IPUTOTYBAHHS 4aro0.
5. Torem Momomikuoi XpuctusHcbkoi Opramizaiti s dosiosikiB (YMCA)

IPOIOHYIOTh OJHI 3 HaMlKpalmx 3py4dHocTed y meHTpi JIoHgoHa: cropt3ai,

MalIaH4YMKU JJIs TPU y CKBoIl, OaceliH. BoHu mayxke 3py4HO ymMeOJiboBaHi 1

MarOTh OKpeM1 BaHH1 KIMHATH.

6. T'orens Jlopyectep — OAWH 13 HAWOLIBII PO3KINTHWX 1 JIOPOTHUX TOTETIB Y

Jlonnoni. Bin nponoHye HaWKpalill MOCIYTH: BiJl MOJAaYl Yaio A0 MPOTYJISIHKA

Ha aBTomoOLm. KiMHaTu y rotenm aOcCoJIIOTHO pO3KimHI: KoibopoBi TB,

JDKaKy3i, MOBHICTIO YKOMIUICKTOBaHUMN Oap, cBiX1 KBiTH 1 ¢pykTH. e rorens

JUIS JIFOJIEN 31 CMAKOM 1 BEJIMKHUM PAXYHKOM V OaHKY.

Exercise 10. Render the text in writing. Refer to the plan of rendering in
Appendix 2.
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UNIT 3
TEXT

Exercise 1. Look through the active vocabulary before reading the text and
try to memorize it. Then read the text and write out in the vocabulary the
unknown words and word combinations.

Active Vocabulary

serviced accommodation 3aC00M PO3MIIICHHS 3 Xap4yBaHHIM

self-catering accommaodation 3ac00M PO3MIIIICHHS 03 XapuyBaHHS

to carry out the job BUKOHYBAaTH pOo0OOTY

upkeep of the building HiATpUMAaHHS OyIiBIl y HAJICKHOMY
CTaHl

to run the hotel smoothly KepyBaTH  ToOTeJieM  0e3  pUBKIB
(Oe3mepebiiiHo)

to issue a guest with a key to the room BUJIATH F'OCTIO KJIFOY BiJl KIMHATH

jogging machine TpEeHaXxep ,,0iroBa Jopixkka”

to finish off the day with a night cap (nepen.) Bnano 3aKiH4MTH ICHb

Staff and Service

The main difference between serviced and self-catering accommodation is
that in serviced accommodation, tourists (the guests) come into direct contact with
the staff of the establishment, who provide them with the services they need,;
mainly meals, and housekeeping.

There are many jobs to be carried out by the staff in serviced
accommodation. Some are behind the scenes: in a large hotel there may be catering
staff preparing meals in the kitchen, accountants looking after the hotel’s finances,
laundry staff, maintenance staff responsible for the upkeep of the building,
personnel staff to recruit and look after the hotel’s employees, computing staff,
sales and marketing staff responsible for attracting customers to the hotel, and a
whole team of managers to supervise the work of all members of staff. All of these
people have an important job to do to keep the hotel running smoothly.

Yet, equally important, are the employees who have direct contact with the
guests visiting the hotel. They are often called front-of-house staff, because they
have face-to-face dealings with guests.

Imagine that a business tourist, Sandy, arrives one evening at a large hotel in
Hull. He has travelled to Hull by train from Scotland for an important business
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meeting in that town, timed for 9.00 a.m. the following day. He arrives at the hotel
at 6.30 p.m. and is first greeted by the doorman who welcomes him and opens the
front door for him. The first member of staff he meets inside the hotel is the hotel
receptionist, at the reception desk in the entrance hall. She welcomes him, registers
him, and issues him with a key to his room. Before going to his room, Sandy
speaks to the hall porter who finds a luggage porter to help him with his bag.
Sandy changes in his room and then decides to use the health and leisure facilities
of the hotel. He goes to the health club where an instructor shows him how to use
the weights machines, and the jogging machine. Having worked up an appetite,
Sandy goes to the hotel restaurant, where he is greeted by the head waiter who
shows him to a table and takes his order. The meal is served by a waitress and a
wine is served by wine waiter. To finish off the day with a night cap, Sandy takes
himself off to the hotel bar, where he has a drink and a chat with the bar staff. The
following morning on the way to the restaurant for breakfast, he meets the
chambermaid, who wishes him good morning.

The tasks performed by staff behind the scenes and at front-of-house in a
large hotel must be done by staff in any size of serviced accommodation
establishment, whether it is a hotel, guest house, bed and breakfast or holiday
centre. In a very small guest house or bed and breakfast, all the tasks may be done
by only two or three people. The way in which the front-of-house jobs are done, in
particular, directly affects the guests’ experience. To make a guest’s stay enjoyable
and memorable the attitudes and skills of the staff in any accommodation
establishment are of equal importance to the standard of facilities that are provided.

Exercise 1. Translate and transcribe the following words:

- catering - leisure

- scene - machine
- finance - weight

- maintenance - affect

- issue - equal.

Exercise 2. Write Ukrainian equivalents to the following:

1. the main difference;

2. behind the scenes;

3. accountants;

158



4. to recruit employees;

5. awhole team of managers;

6. face-to-face dealings with guests;

7. inside the hotel;

8. entrance hall;

9. to work up an appetite;

10. in particular;

11. the attitude of the staff.

Exercise 3. Mark the following statements as True or False.

1. In self-catering accommodation tourists are provided with the
services they need, mainly meals and housekeeping.

2. There are many jobs to be carried out by the staff in serviced
accommodation: preparing meals, doing accountants, laundry,
maintenance etc.

3. The employees who work behind the scenes are of the same
importance as those who have direct contact with the guests.

4. The front-of-house staff are employees who have face-to-face
dealings with guests.

5. The way the front-of house jobs are done affects the level of
facilities the hotel provides.

Exercise 4. Answer the questions to the text.

1. What is the main difference between serviced and self-catering
accommodation?

2. What are the jobs that are carried out by the staff in serviced accommodation?
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3. How are the staff working face-to-face with guests called?

4. How are those employees that don’t have direct contact with guests called?

5. Who is the first person whom the hotel guests meet?

6. What are the duties of the hotel receptionist?

7. Where should the hotel guests go to use the health and leisure facilities?

8. The tasks performed by the staff behind the scenes and at front-of house are
similar either in a big hotel or a small one, aren’t they?

9. How many people are employed in a small guest house or B&B?

10. What directly affects the guests’ experience in the hotel?

Exercise 5. Write questions to fit the answers.

1.

Tourists come into direct contact with the staff of the hotel.

The hotel staff is various: catering, accountants, laundry, maintenance,
personnel, computing, sales and marketing.

The main task of all the hotel staff is to keep the hotel running smoothly.

The duty of the hotel receptionist is to meet a guest inside the hotel, welcoming
him, to register him and to issue him with a key to his room.
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No, they aren’t. The tasks performed by the staff in a big or small hotel are
similar.

The attitudes and skills of the staff in any type of accommodation are of equal
importance to the standard of facilities.

Exercise 6. Find in the text the opposites to the following words:

- to dismiss employees;

- to distract customers;

- to have indirect contact with the guest;
- outside the hotel;

- to lose an appetite;

- to make a guest’s stay miserable

- the previous morning.

Exercise 7. Fill in the correct preposition and make sentences of your own.

1. to come ... direct contact ... the 5. face- ... -face dealings;
staff;

2. to carry ... the jobs ... the staff; 6. meeting timed ... 9 a.m.;

3. responsible ... attracting customers; 7. to issue a guest ... a key ... the
room;

4. front- ... -house staff; 8. to finish ... the day ... a night cap.

1.

2.

3.

4,

5.
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Exercise 8. Write out the duties and responsibilities of the hotel staff
mentioned in the text in two columns:

Front-of-house staff Staff behind the scenes
to welcome a guest to prepare meals is the kitchen

Exercise 9. Find the English equivalents to the following:

1. HaJJaBaTH I'OCTAM IIOCIYI'H;

2. nbatu mpo iHaHCH;

3. HamBIIaTH, KOHTPOJIOBATH POOOTY BCHOTO TIEPCOHATY;

4. TepeBISATTUCS Y CBOEMY HOMEPI;

5. HarymsiTy aneTuT;

6. BuOpatHcs y 6ap;

/. TIOpPO3MOBIIATU 3 OAPMEHOM;

8. BHUKOHYBATH pi3HI 3aB/IaHHS;

9. 3pobutu nepedyBaHHS TOCTS NPUEMHUM 1 HE3a0yTHIM;

10.  OyTH 0JJHAaKOBO BaXKJIMBHUMH;

11.  mpoBecTH A0 CTOJIMKA Y PECTOpaHi;
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12.

TpeHaXXep-LITaHTa;

13.

3yCTpid, MpU3HAU€HA Ha 9-Ty paHKYy.

Exercise 10. Translate sentences from Ukrainian into English.

. Po3pi3HAI0TH 1Ba BUAX 3aCO0IB PO3MIIIEHHS: 3 XapyyBaHHAM 1 0€3 HbOTO.

. YBeCh IITAT INEPCOHANY MOKHA DO3I[iJ'II/ITI/I Ha THX, XTO TIIPpanro€

6€3HOCCD€IIHBO 3 KIIIEHTAMH 1 THX, XTO 3aJIMITIAIOTHEC 34 CIICHOIO.

. OcHoBHE 3aBIaHHA THX, XTO HC IIPpalio€ 663HOCCpC,ZIHI>O 3 KIIEHTaMH

TOTEINIO0, 11e 3a0e31eynTH 0e3nepeOIiHy POoOOTY BCHOI0 T'OTENIIO.

. 3aBI[aHH$I, sIKl TTIOBHHCH BHKOHYBATHU IICPCOHAJI TOTCIIO, HC 3aJICKHNTH BiI[

PO3MIipy TOTEIIO.

. Te, sx mnpaioTh MTpaliBHUKH, SKI O€3MOCepeHhO MalOTh CIpPaBy 3

FOCTSIMH, OPSMO BIUIMBAE HA JOCBLI 1 Bpa)KEHHSI KJII€HTIB B1J] TOTEIIIO.

. CraBiicHHS 1 HaBUYKH MNCPCOHAIY MOKYTb 3DO6I/ITI/I H€D€6VB3HHH I'OCTA ¥V

roTeJ IMPUEMHHUM 1 HE3A0VTHIM.

. HaBuuku IIepCoHally IroTCIro TaKl K BaXKJIHUBI K 1 CTaHAapT IIOCJIVYI, IIO

IMPOIIOHY€ I'OTCJIb.

Exercise 11. Render the text in writing. Refer to the plan of rendering in
Appendix 2.
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UNIT 4

Text 1

Exercise 1. Look through the active vocabulary before reading the text and
try to memorize it. Then read the text and write out in the vocabulary the
unknown words and word combinations.

Active Vocabulary

to confirm a reservation
to acknowledge a deposit

overseas Visitors

to book in advance

to enhance

to complete the registration form

for security reason

to settle a bill

to point out

to be in order

to cause chaos

for any extras

to tick off

GDSs (Global distribution system)
to highlight features of the hotel

they can avail themselves of the express
check-out service

the room status information

MATBEPKYBATH MOTIEPEIHE
3aMOBJICHHS

OoQIUIAHO TIATBEPAUTH ITPO OTPUMAHHS
3aBJIaTKy

3aKOPJAOHHI TOCTI

3aMOBJISTH 3a3]aJ1€r1lb
30UTbLTYBaTH

3aMOBHUTH PEECTpALiHY hopmy
(aHKETY)

3 METOI0 Oe3MneKu

CIUTaTUTH PaXyHOK

BKa3yBaTu

OyTHU B OPSIAKY

CIPUYUHUTHU Xa0C

JI0JIaTKOBa OIjIaTa

MOCTaBUTH TIO3HAYKY

BcecBiTHs cuctema po3noainy
TOKa3aTH BCE, 10 € HANKPAIIoro y
roTteii

BOHU CaMl MOXYTb I1JIpaxOByBaTu
BapTICTh OOCTYTrOBYBaHHS,
BUKOPUCTOBYIOUH KPEAUTHY KapTKY
iH(pOpMaIris Mpo CTaH KIMHATH

Reservations. Procedures for Arrival and for Departure

Some hotels follow the practice of confirming a reservation by sending a
standard letter or card which acknowledges a deposit, the type of accommodation
reserved and garage space if necessary. In large transient hotels it is not practical to

164



confirm in writing every reservation, as guests come and go at short notice. Some

hotels telephone confirmation of a booking and will of course acknowledge receipt

of a deposit or a special request if the time factor allows.

Non-returnable deposits are usually requested from overseas visitors
booking in advance, and resort hotels whose business is seasonal also usually
request a deposit to confirm a booking. Many hotels operate on the basis that
unless previously notified by the guests that they will be a late arrival, the
accommodation will be released for reletting if the guest fails to arrive by 6 p.m.

Many airline and car rentral reservation systems nowadays have been
enhanced to include hotel information, so that travel agents can book lodging
accommodations. Systems that combine airline, car rental and hotel central
reservation systems are known as global distribution systems (GDSs). But it often
happens that the so called chance visitors come.

Chance visitors are those that arrive without previous reservation. If a guest
has no luggage, payment in advance is usually requested. If, however, a chance
guest with luggage can produce credit cards and identification, no deposit is asked
for. Tact must always be used when asking for identification or payment in
advance.

When receiving guests the procedure is as follows:

1. On arrival the guests are assisted with the luggage by the hall porter, who will
escort them to the reception counter.

2. The receptionist welcomes the guests with a smile and greeting, hands the pen
to them and asks if they will kindly complete the registration form or sign the
hotel register.

3. The registration is checked to see if it has been correctly completed.

4. It is now common practice in large hotels to issue guests on arrival with
identity booklets in attractively designed folders containing information on the
facilities available in the hotel. The name of the guest, room number and key
code number which, for security reason, is different from the room number are
printed inside. If the guests are setting the bill by credit card they can avalil
themselves of the express check-out service.

5. The receptionist should point out to the guest the location of the restaurants,
lounges, public rooms and emergency exits and enquire whether there is
anything the guest may require or need top.

6. If possible, either the hall porter or receptionist will escort the guests to their
room offering to carry any hand luggage and walking a few steps ahead to open
any doors.

7. The escort should precede the guest into the room, make a quick check to
ensure that the room is in order, then hand the key to the guest.
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Sometimes a guest wishes to change rooms and his or her arrival has already
been entered on the arrival list, the change of rooms must be treated as a departure
from one room and an arrival in another room. As the change of room will have no
effect on the number of guests staying in the hotel, no entry is made in the column
showing number of guests.

The arrival list is prepared one day in advance from the reservations records.
It is in alphabetical order and shows rooms allocated, name, number of nights’
stay, number of guests, estimated times of arrival and any special requirements.

As the arrival list is only made up from guests who have made reservations
in advance it will not show “chance” guests or a guest who changes rooms after the
list has been circulated.

As room status information must be up-to-the-minute, notification slips are
circulated immediately to all departments should a “chance” arrival or sudden
change of room, or any other eventuality make it necessary to inform all
departments, so that any action required can be taken. Here is an example of an
arrival notice.

I Distribution I

Manager

Billing office
ARRIVAL NOTICE Cashier

Head porter
Telephone
Housekeeper
Restaurant manager
Bars manager
Room service

+

No. of nights
No. of sleepers....

|+ ||| H][ ]|+

As for groups they can register in the usual way when they arrive, each
individual completing a separate registration form. With large groups, however,
this method can cause chaos at the reception desk.

Individual registration forms could be dispensed with and a list of names,
initials, nationality and passport numbers could be handed in by the tour operator.
This method is not exactly reliable as the information given could not be accurate
and there are no individual signatures of the members of the group, which could
cause problems when billing the guests for any extras. The arrival of large groups
of people at the same time will always mean pressure on the reception staff, hall
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porters and other departments. If a group arrives in the morning before the

housekeeping department has had time to clean and service all the rooms, then the

group must be made comfortable whilst waiting to gain access to their rooms.

The head porter will have the responsibility of organizing parking spaces for
the coaches, seeing that the luggage is unloaded, counted, checked and agreed with
the group leader and dispatched to the room as quickly as possible.

Procedure for departures is as follows:

1. The billing office will check that all charges and payments made have been
posted to the guest’s account and have it prepared ready to present to the guest
for settlement.

2. The cashier will ensure that all valuables in the safe or in a safety deposit box
collected by the guests and a signed receipt obtained.

3. The head porter will have staff ready to handle any luggage. Some hotels give
luggage clearance pass to the head porter when the account has been settled,
head porter will check off his or her departure list when luggage is cleared.

4. The head housekeeper will tick off his or her departure list when the room has
been checked and cleared.

5. The account is settled, keys are handed in and the guests depart with an
invitation “please come again”.

Exercise 1. Translate and transcribe the following words:

- garage - counter

- receipt - departure
- request - arrival

- enhance - circulate
- lodging - column

- identification - procedure
- entry - access

Exercise 2. Write Ukrainian equivalents to the following:

1. to confirm a reservation

2. to acknowledge a deposit

3. special request

4. overseas visitors
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to operate on the basis

late arrival

car rental

chance visitor

previous reservation

10

. to complete the registration form

11.

settling the bill

12.

to cause chaos

13.

to welcome the guests with a smile

14,

to be in order

15. to escort smb

Exercise 3. Mark the following statements as True or False.

1.

Some hotels follow the practice of confirming a reservation by
sending a credit card.

Some hotels follow the practice of confirming a reservation by
telephone.

If the guest fails to arrive by 6 p. m., the accommodation will be
released for reletting.

Global Distribution system is the system that combines airline, car
rental and hotel central reservation systems.

Chance visitors are those who arrive with previous reservation
paid in advance.

Sometimes a guest wishes to change room and his arrival has
already been entered on the arrival list, the change of the room is
marked in the column showing number of guests.
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7. When groups arrive to the hotel, each individual completes a
separate registration form.

8. Before the guest departs, the billing office checks that all made
charges and payments have been posted to the guest’s account.

Exercise 4. Give the verbs corresponding to the following nouns. The first one
has been done for you.

e. g. reservation —to reserve advertisement —
acknowledgement — requirement —
accommodation — circulation —
distribution — information -
identification — registration —

Exercise 5. Answer the questions to the text.

1. By what means do some hotels follow the practice of confirming a reservation?

2. What deposits are usually requested from overseas visitors booking in
advance?

3. In what case will the accommodation be released for re-letting?

4. What is Global distribution system?

5. What are chance visitors?

6. What is the procedure of receiving the guests? Who usually escorts the guests
to the reception counter and then to the room?

7. Who completes the registration form?
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8. In what way do the clients find the highlight features of the hotel?

9. Do the groups register in the usual way or some others?

10. What is the procedure for departure?

Exercise 6. Complete the following sentences on the basis of the information
given in the text.

=

Non-returnable deposits ...

2. Chance visitors are ...

3.  Many hotels operate ...

4. The booklets are ...

5. The receptionist should ...

6. As for groups ...

7. The arrival of large groups

8. The cashier will ensure ...

Exercise 7. Find in the text the opposites to the following:

- refundable deposits

- permanent business of resort
hotels

- to occupy the accommodation

- tosucceed to arrive

- toJoad the luggage

- arrival list
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Exercise 8. Find in the text the synonyms to the following:

to help guest with the
luggage

to_ accompany a guest to the
reception counter

to fill in the registration
form

to pay the bill by credit
card

the latest information

exact information

Exercise 9. Fill in the correct preposition and make sentence of your own.

1. ... alphabetical order 5. ... security reasons

2. confirmation ... a reservation 6. to tick ... the departure list

3. toask ... identification and payment 7. to point ... the location of the
... advance restaurant ... the guest

4. to operate ... the basis 8. ... arrival

1.

2.

3.

4,

5.

Exercise 10. Make up situations using these words and word-combinations:

1. confirm a reservation, acknowledge a deposit, it is not practical, to come at
short notice, a large transient hotel, book in advance.
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2. resort hotel, business is seasonal, operate on the basis, late arrival, fail to arrive,
include hotel information.

3. chance visitor, previous reservation, credit card, identification, ask for,
payment in advance, welcome the guests.

4. complete the registration form, correctly completed, issue identity booklets,
advertise the highlight features of the hotel, for security reason.

Exercise 11. Find the English equivalents to the following:

3aIIOBHHUTH OJIaHK

- BHIIQJKOBHUI KJIIEHT

- B an(aBITHOMY NOPSAJIKY

- 3aMOBIJIATH 3a34aJIET1Ib

- PCKIaMyBaTH BCC, IO € H&ﬁKpElHlHM yr oTeJl

- HECTH BIAIMOBIIAIBHICTD

- OyTH y HOpAIKY

- JA0JaTKOBa CIljiaTa

- 3 MEeTOor 0e3meKu

- 3aKOpJIOHHI Bi/IBIyBayl

- MPOBECTH KJIEHTA 10 KIMHATH

- BITATH IOCTEH 3 MOCMIIIKOIO

- OIUTIaTUTH BCE 3T1THO PaXyHKY

- PO3BAaHTAXUTH, IOPAXYBATH, IEPEBIPUTH Ta JOCTABUTU Oaraxk y KIMHaTu
rocren

- 3JaTH K04l
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Exercise 12. Translate the sentences from Ukrainian into English.

1. Vv JCAKHNX TOTCIAX I[i€ IIPaKTHUKa HiI[TBE?DII)KeHHSI IMONICPCAHLOI'0 3aMOBJICHHA

OUCBMOBO, TOOTO JTUCTOM ab0 TeneoHOM. Y BEIMKUX TPAH3UTHUX TOTEIAX

IroCTsM HE HOTDi6HO IIMCBbMOBO HiI[TBeDIL)KVBaTI/I CBO€ 3aMOBJICHHS, TOMY IO

BOHH OPUDKHKAIOTH 1 BUT DKDKAIOTH, 3VIIMHIIOYNCEH YV TOTENl HEHAIOBIO.

2. IHO3eMIINIB OpOCATH 3pOOWTH 3aBIATOK, SKWUW HE TOBEPTAEThCA MPHU

OpOHIOBaHHI HOMEpA B TOTEJII.
3. ko ricTh roteno 3a0poHIOBAaB HOMED, ajie HOMY He BJIaJIOCs MPHUixaTu 10 6-i

T'OJMHHN BCYOpa 1 BIH HE IMOoNncpcanuB TOTCIIb, HOT0 HOMEP MOXVTh BiI[I[aTPI

1HIIIOMY TOCTIO, SIKMI mpuine 06€3 nonepeAHLOr0 OPOHIOBAHHS.

4. BinBigyBaui, sIKi HE MalOTh MONEPEIHbOr0 OpPOHIOBaHHS, HA3UBAIOTHCS

BUITAAKOBHUMM. BII[ HHUX HC BHMArdalTh 3aBJA4TKy, JUIIC AJOKYMCHTH, IIIO

3aCBIIYYIOTH 0CO0Y, 1 KPEAUTHY KapTKy.

5. AMiHICTpaTop 3 TpUMOMY BIJBIAyBayiB 3aBXKJIW 3YCTpidae TocTeh 13

HOCMiHIKOIO, JIoIIoMarae iM 3allOBHUTH DGGCTDaHiﬁHV KapTKy, MTOTIM HG[!GBiQ}IG

ii. OnmHe 13 3aB/IaHb aJAMIHICTpAaTOpa — MOSCHUTH T'OCTSIM MICIIE PO3TAIlyBaHHS
pecropaniB, 0apiB, TPOMAJCHKUX MICITb, aBapITHUX BUXO/IIB.

6. Komu B rotens npuikmKae rpyma, TO WICHU TPYIU HE PEECTPYIOTHCS OKPEMO,

TOMYy IO Takuil MeTon Bukianye xaoc. KepiBHUK rpynu abo TypomepaTop

CKJIaJa€ COWCOK MOPI3BUIIL 3 1HIIIAJAMHU, MACHOPTHUMHU JAHUMH JIS1 3aCEJICHHSI

rpynu. Ane taka iHdopmarlis He 3aBK/IM TOYHA.

7. Icnye meBHa mporedaypa Juisi BiA’i3ay rocred 13 rortemto. Kacup moBuHeH

[IEPEBIPUTH BCl BUTPATH HA PAXVHKY T'OCTH 1 IMATOTYBATA PAXYHOK IS TOCTH.

Konu ricTh OmIaTuTh paxyHOK 1 3/1aCTh KIJIFOY, aJIMIHICTPATOp IPOIIAETHCS 3

TOCTEM 1 3aIpoIIye WOro JI0 TOTENIIO 3HOBY.

Exercise 13. Render the text in writing. Refer to the plan of rendering in
Appendix 2.
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Text 2

Exercise 1. Read the following information. Make up questions to the text and
then discuss them in class.

HINTS FOR HOTEL GUESTS

When traveling people almost always stay at hotels. It is advisable, therefore, to
keep in mind the following:

1. The first thing to do is to book a room in advance either by letter, telephone
or fax. Otherwise you may arrive at the hotel and be told that there are no
rooms.

2. On arrival at the hotel go to the reception desk in the lobby and confirm your
reservation. The clerk will then give you a registration form to fill in and
sign. The form is to be filled in block letters. In smaller hotels you simply
sign the visitor’s book and give your permanent address.

3. At large hotels you may ask for any service by phone. Tell the operator if
you wish to be called at a certain time. Call room service when you want a
meal or drinks sent up to your room. Call valet or maid service if you need
your suit or dress cleaned or pressed.

4. Let the hotel management know well in advance the day and time of your
departure. Vacate your room before noon. 12 o’clock is the international
check-out time. If for some reason you stayed longer, you would have to pay
for another night.

Exercise 2. Render the text in writing. Refer to the plan of rendering in
Appendix 2.
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WORD LIST

UNIT 1

access to food and drink
airport hotel

airwate

appeal to smb

at relatively low prices
at the bottom

at the top

B&B

be closely related to

be responsible for smth
cluster of hotels
commercial hotel
compete with smb
congress hotel
construct hotels
convention

country house hotel
deluxe

do a night shift
employee

engineering and maintenance
facilities for recreation
fall into groups
family-owned hotel

flimsy and inexpensive tourist cabins

floatel

front-of-house staff

full board

grade hotels according to range of
service

guest house

holiday-makers

In remote areas

inn

labour-intensive industry
lounge

luxury hotel

marina hotel

matter of equipment or furnishings
matter of prime importance
means of transportation
motel

old-fashioned hotel

on regular basis

on a seasonal basis

place hotels in 4 broad categories
provide food and shelter
provide parking facilities
ratio

rented accommaodation
resort

resort hotel

restrict

result in

self-catering accommodation
serviced accommodation
share the bed / room with smb
stand for

supervise the work

symbol of hospitality

system for rating hotels
tavern

temporary home

timesharing system
transients

travel on business

whereas
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UNIT 2

allowed/permitted
amenities

and so forth

attend conventions
banister

bath mat

bath towel

be a feature of the hotel
be conveniently located
be designed for smth

be of the highest standard
beauty salon and hairdresser
blind

build safety-rail on steps
business facilities

cater for smb/smth
children’s facilities

coat hanger

coat stand

cocktail lounge

combine business with pleasure
concessionaire

contain smth

convention facilities
courtesy bus to the town centre
curtain rail

pillow

direct-dial telephone
disabled people

door handle

dry cleaning

en suite bathroom/shower
entertain guests

exhibit areas

extend into smth
facilities

facsimile machine

install electric stair-lift

install lift to upper floors
intensively developed resort areas
Interconnecting rooms

legal

lifts to all floors

light switch

low-level front desk

massage parlour
nappy-changing facilities in toilets
notary public on the staff
notices in Braille

organized games and activities
outside fire-escape

packaged hotel

pedal bin

per participant

playground and/or play-room
profits come from

promotional opportunity
push-chair

ramps at all stairs

resident nurse

room service

self-contained resort complex
service

shaver socket

shower curtain

shower heads with longer adjusting rails

spacious rooms

special wide doors
swimming-pool maintenance
symposium (pl. symposia)

tap

tariffs

tennis court

transmit images and sound to smb
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fit smoke alarms
gambling

garaging

go together with
golf course
hair-dryer

heated floor

hoists in bedrooms
horseback riding
in addition to

UNIT 3

accountant

allocate rooms
allocation of the duties
apprentice

as well as
average-size hotel
banqueting manager
bartender

be about to do smth
be good at ...ing smth
be no exception

be subdivided into

be suitable for smb/smth
bellhop/bellman

big rush is on

carry out

cart with toiletries
cashier

cellarman

challenge
chambermaid

charm and wit

chef

concierge

costs and revenues
deal with smb/smth

trend

urban hotels

valet parking

valet service

verify the signature on the documents
wake-up calls

wash basin

widen doors to all communal rooms
wider airplane seats

with wheelchair access

ins and outs of the hotel
innumerable tasks

keep in mind

labour turnover rate

lift attendant

lines of authority

look set for a rosy future

make a lot of fuss

marketing manager

pantry maid

parking attendant

pastry cook

personal touch

personnel manager

plan ahead

plunge arms in soapy water
porter

provide customers with personal touch
real know-all

regular clientele

relate to

rely on the untrained help of family
resistance to changes

run the hotel

say smth in impeccable English
share the duties

177



departmental heads
depend on smb/smth
dispense bartender
draw up a bill
enquiry clerk

exude charm and wit
face with a challenge
focal point

function as one unit
handle enquiries
heavy workload
housekeeper
inheritance

UNIT 4

a slip with the room number
affirmative answer

arrange for smth

ask for confirmation

assign smb to the room

be fed up with smth/smb

be on foot all day long

be in charge of smth

buffet breakfast

change currency

check availability

come across smb
concierge/doorkeeper/custodian
confirm reservation

corporate rate

counter

cut off

deal with the money side of things
departing guests

deposit the valuables

designate

divert the call to another number
do accounts

establish credit in advance

sign “Do not disturb”
specialize in

specify smth

suffer from smb/smth
supervise all areas of operation
switchboard operator
tangible and intangible goods
tourists flock

turnover of stock
up-to-date-minute records
valet

workaholic hotelier

itemize

last-minute charge

the latter

let out a room

liaise with other departments
lobby

look forward to ... ing
money side of things

need a deposit

overcharge

particularly difficult
perform small chores for guests
pertinent information

petty cash

pick up a key

present the final bill

purpose of visit

put a client into system

put smb through to

rack with pigeonholes
reception area

redirect smb to another hotel
referral system

registration desk
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exchange foreign currency
expedite check-out procedure

fill in the information in the registration

card

fill out a registration card with
information

find smth out

for the convenience

get through with

get used to ...ing

handle different functions

hang up

have frequent contact with smb
hold on/ hold the line

incur

internship

it takes smb some time to do smth

release a room
resemble smth / smb
reserve similar room
retrieve guest history
settle the account
sign for smth
signature

smoothly

special rates

special requirements
take contact details
take payments
trainee

updated brochure
up-to-date

vacate the room
verify the charge
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APPENDIX 1

Irregular Verbs

Infinitive Past Simple Participle Past
A
arise arose arisen
awake awakened / awoke awakened / awoken
B
be was, were been
beat beat beaten / beat
become became become
begin began begun
bend bent bent
bet bet / betted bet / betted
bite bit bitten
blow blew blown
break broke broken
bring brought brought
build built built
burst burst burst
buy bought bought
C

180



http://www.onelook.com/?loc=pub&w=arise
http://www.onelook.com/?loc=pub&w=awake
http://www.onelook.com/?loc=pub&w=be
http://www.onelook.com/?loc=pub&w=beat
http://www.onelook.com/?loc=pub&w=become
http://www.onelook.com/?loc=pub&w=begin
http://www.onelook.com/?loc=pub&w=bend
http://www.onelook.com/?loc=pub&w=bet
http://www.onelook.com/?loc=pub&w=bite
http://www.onelook.com/?loc=pub&w=blow
http://www.onelook.com/?loc=pub&w=break
http://www.onelook.com/?loc=pub&w=bring
http://www.onelook.com/?loc=pub&w=build
http://www.onelook.com/?loc=pub&w=burst
http://www.onelook.com/?loc=pub&w=buy

catch caught caught
choose chose chosen
come came come
cost cost cost
cut cut cut

D

deal dealt dealt
dig dug dug
dive (scuba diving) dived / dove dived
do did done
draw drew drawn
dream dreamed / dreamt dreamed / dreamt
drink drank drunk
drive drove driven
E

eat ate eaten
F

fall fell fallen
feed fed fed
feel felt felt
fight fought fought
find found found
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http://www.onelook.com/?loc=pub&w=catch
http://www.onelook.com/?loc=pub&w=choose
http://www.onelook.com/?loc=pub&w=come
http://www.onelook.com/?loc=pub&w=cost
http://www.onelook.com/?loc=pub&w=cut
http://www.onelook.com/?loc=pub&w=deal
http://www.onelook.com/?loc=pub&w=dig
http://www.onelook.com/?loc=pub&w=dive
http://www.onelook.com/?loc=pub&w=do
http://www.onelook.com/?loc=pub&w=draw
http://www.onelook.com/?loc=pub&w=dream
http://www.onelook.com/?loc=pub&w=drink
http://www.onelook.com/?loc=pub&w=drive
http://www.onelook.com/?loc=pub&w=eat
http://www.onelook.com/?loc=pub&w=fall
http://www.onelook.com/?loc=pub&w=feed
http://www.onelook.com/?loc=pub&w=feel
http://www.onelook.com/?loc=pub&w=fight
http://www.onelook.com/?loc=pub&w=find

fly flew flown

forbid forbade forbidden

forget forgot forgotten / forgot

forgive forgave forgiven

freeze froze frozen

G

get got gotten / got

give gave given

go went gone

grow grew grown

H

hang hung hung

have had had

hear heard heard

hide hid hidden

hit hit hit

hold held held

hurt hurt hurt

I

input input / inputted input / inputted

interweave interwove / interwoven /
interweaved interweaved

J
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http://www.onelook.com/?loc=pub&w=fly
http://www.onelook.com/?loc=pub&w=forbid
http://www.onelook.com/?loc=pub&w=forget
http://www.onelook.com/?loc=pub&w=forgive
http://www.onelook.com/?loc=pub&w=freeze
http://www.onelook.com/?loc=pub&w=get
http://www.onelook.com/?loc=pub&w=give
http://www.onelook.com/?loc=pub&w=go
http://www.onelook.com/?loc=pub&w=grow
http://www.onelook.com/?loc=pub&w=hang
http://www.onelook.com/?loc=pub&w=have
http://www.onelook.com/?loc=pub&w=hear
http://www.onelook.com/?loc=pub&w=hide
http://www.onelook.com/?loc=pub&w=hit
http://www.onelook.com/?loc=pub&w=hold
http://www.onelook.com/?loc=pub&w=hurt
http://www.onelook.com/?loc=pub&w=input
http://www.onelook.com/?loc=pub&w=interweave

lerry-build jerry-built jerry-built
K

keep kept kept
know knew known

L

lay laid laid

lead led led

learn learned / learnt learned / learnt
leave left left

lend lent lent

let let let

lie lay lain

lie (not tell truth) lied lied
REGULAR

light lit / lighted lit / lighted
lose lost lost

M

make made made
mean meant meant
meet met met
mistake mistook mistaken
O

offset offset offset
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http://www.onelook.com/?loc=pub&w=jerry-build
http://www.onelook.com/?loc=pub&w=keep
http://www.onelook.com/?loc=pub&w=know
http://www.onelook.com/?loc=pub&w=lay
http://www.onelook.com/?loc=pub&w=lead
http://www.onelook.com/?loc=pub&w=learn
http://www.onelook.com/?loc=pub&w=leave
http://www.onelook.com/?loc=pub&w=lend
http://www.onelook.com/?loc=pub&w=let
http://www.onelook.com/?loc=pub&w=lie
http://www.onelook.com/?loc=pub&w=lie
http://www.onelook.com/?loc=pub&w=light
http://www.onelook.com/?loc=pub&w=lose
http://www.onelook.com/?loc=pub&w=make
http://www.onelook.com/?loc=pub&w=mean
http://www.onelook.com/?loc=pub&w=meet
http://www.onelook.com/?loc=pub&w=mistake
http://www.onelook.com/?loc=pub&w=offset

pay paid paid

prove proved proven / proved
put put put

Q

quit quit / quitted quit / quitted
R

read [ri:d] read (sounds like "red") | read (sounds like "red")
ride rode ridden

rin rang rung

rise rose risen

run ran run

S

saw sawed sawed / sawn
say said said

see saw seen

seek sought sought

sell sold sold

send sent sent

set set set

Sew sewed sewn / sewed
shake shook shaken
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http://www.onelook.com/?loc=pub&w=pay
http://www.onelook.com/?loc=pub&w=prove
http://www.onelook.com/?loc=pub&w=put
http://www.onelook.com/?loc=pub&w=quit
http://www.onelook.com/?loc=pub&w=read
http://www.onelook.com/?loc=pub&w=ride
http://www.onelook.com/?loc=pub&w=ring
http://www.onelook.com/?loc=pub&w=rise
http://www.onelook.com/?loc=pub&w=run
http://www.onelook.com/?loc=pub&w=saw
http://www.onelook.com/?loc=pub&w=say
http://www.onelook.com/?loc=pub&w=see
http://www.onelook.com/?loc=pub&w=seek
http://www.onelook.com/?loc=pub&w=sell
http://www.onelook.com/?loc=pub&w=send
http://www.onelook.com/?loc=pub&w=set
http://www.onelook.com/?loc=pub&w=sew
http://www.onelook.com/?loc=pub&w=shake

shaved

shaved / shaven

shine shined / shone shined / shone
shoot shot shot

show showed shown / showed
shrink shrank / shrunk shrunk

shut shut shut

sing sang sung

sink sank / sunk sunk

sit sat sat

sleep slept slept

smell smelled / smelt smelled / smelt
speak spoke spoken

spend spent spent

split split split

spread spread spread

spring sprang / sprung sprung

stand stood stood

steal stole stolen

stick stuck stuck

sting stung stung

strike struck stricken
swear swore sworn
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http://www.onelook.com/?loc=pub&w=shave
http://www.onelook.com/?loc=pub&w=shine
http://www.onelook.com/?loc=pub&w=shoot
http://www.onelook.com/?loc=pub&w=show
http://www.onelook.com/?loc=pub&w=shrink
http://www.onelook.com/?loc=pub&w=shut
http://www.onelook.com/?loc=pub&w=sing
http://www.onelook.com/?loc=pub&w=sink
http://www.onelook.com/?loc=pub&w=sit
http://www.onelook.com/?loc=pub&w=sleep
http://www.onelook.com/?loc=pub&w=smell
http://www.onelook.com/?loc=pub&w=speak
http://www.onelook.com/?loc=pub&w=spend
http://www.onelook.com/?loc=pub&w=split
http://www.onelook.com/?loc=pub&w=spread
http://www.onelook.com/?loc=pub&w=spring
http://www.onelook.com/?loc=pub&w=stand 
http://www.onelook.com/?loc=pub&w=steal
http://www.onelook.com/?loc=pub&w=stick
http://www.onelook.com/?loc=pub&w=sting
http://www.onelook.com/?loc=pub&w=strike
http://www.onelook.com/?loc=pub&w=swear

swee swept swept
swim swam swum

T

take took taken
teach taught taught
tear tore torn

tell told told

think thought thought
throw threw thrown

U

understand understood understood
W

wake woke / waked woken / waked
wear wore worn

win won won

write wrote written
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http://www.onelook.com/?loc=pub&w=sweep
http://www.onelook.com/?loc=pub&w=swim
http://www.onelook.com/?loc=pub&w=take
http://www.onelook.com/?loc=pub&w=teach
http://www.onelook.com/?loc=pub&w=tear
http://www.onelook.com/?loc=pub&w=tell
http://www.onelook.com/?loc=pub&w=think
http://www.onelook.com/?loc=pub&w=throw
http://www.onelook.com/?loc=pub&w=understand
http://www.onelook.com/?loc=pub&w=wake
http://www.onelook.com/?loc=pub&w=wear
http://www.onelook.com/?loc=pub&w=win
http://www.onelook.com/?loc=pub&w=write

APPENDIX 2

Plan for Rendering a Text

The plan for rendering
the article

Some expressions to be used while rendering the
article

1. The title of the article

entitled ...
headlined ...

The article is

2. The author of the

article, where and
when the article was
published

The author of the article ...
The article is written by ...
It is (was) published in ...

3. The key words

The key words of the article are ... (5-7 words).
They help a reader to foresee the developments of the
article.
They help to understand what the text is about.

the main idea of the article.

4. The main idea of the
article

The key problem of the article is ...
The main idea of the article is ...
The purpose of the article is ... to give the reader some
information on ...
to explain...
to show/demonstrate that ...
to reveal ...
to underline that ...
to expose ...

The article is devoted to ...

The article deals with ...

The article | dwells upon ...
touches upon ...

5. The contents of the
article. Some facts,
names, figures

a) The author / journalist writes

states

stresses

thinks

points out

condemns

sets out his ideas on ...

reveals /  exposes  the
drawbacks (shortcomings,
lacks) of ...,

focuses  (concentrates) the
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reader’s attention on

The article describes (depicts) ...
b) According to the text ..., ...

Further, the author reports (says) that ...

The article goes on to say ...
c¢) In conclusion, ...
To sumup, ...
The author comes to the conclusion that ...

6. Your opinion of the
article

[ am not an expert in this field but ...
| found the article interesting
important
dull
of great importance,
of great value
too hard to understand.
As far as I can judge ...
There’s no denying the fact that ...
In my opinion, ...
To my mind, ...

From my point of view, the problem raised in the article

is ...
I’m not really (quite) sure that ...
Frankly speaking ...

To tell the truth ...

[ must admit ...

I’m of the opinion that ...

Whether you want to stay in a palace or a tent, celebrate a special occasion
or simply find a base for sightseeing London has accommodation to suit every taste
tourist accommodation ranges from the luxurious
international hotel chains to country house private hotels and budget guest houses.
Universities and colleges make their halls of residence available to visitors
throughout the summer vacation period (roughly July to September). Staying with
a family is a popular way of seeing how Londoners live and serviced and self-
catering apartments are increasingly seen by visitors as an attractive option when
staying in London. Large concentrations of accommodation can be found in central
London in the West End, and Bayswater. London’s excellent public transport
system offers visitors the option of choosing accommodation in the outer London

and budget. London’s

Sample Text for Rendering

London Accommodation
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areas such as Croydon, Greenwich, Bromley, Richmond, Kingston and Harrow.
This is particularly convenient for people who need car parking facilities.

Please be wary of touts who operate at mainline stations and airports. The
accommodation that they offer may be cheap, but it is usually over-crowded and
does not conform to any safety standards. Youth hostels, B&B’s and university
accommodation are often just cheap and infinitely better.

Prices

For the youth traveller shared rooms in hostels cost from £15 per person for
bed and breakfast. Guest houses providing bed and breakfast cost from £20 for a
room without private bathroom, whilst economy hotels start at £35. First class
hotels cost from £60 per day, and de luxe hotels charge £90 and upwards. Studio
and one bedroom apartments start at £150 per week in the low season and £250
per week in the high season.

Sample Rendering

| have read the article entitled "London Accommodation". It’s a pity the
author of the article is not mentioned. I’'m sure the article was published in some
tourist brochure or magazine.

The key words of the article are: accommodation, hotel chains, guest houses,
hostels, prices. They help the reader to foresee the developments of the article.

The main idea of the text is to describe different types of accommodations
for tourists in London.

In the first part of the text the author mentions that in London there is
accommodation to suit every taste and budget: from luxurious hotel chains to
country hotels and budget guest houses.

The writer also points out that there are two more types of accommodation
popular in London. They are staying with a family and self-catering apartments.

Then the author warns the tourists about touts who may offer cheap
accommodation. He advises not to trust them and choose youth hostels or B&B’s
which are cheap and safe.

At the end of the article the writer mentions the prices for different
accommodation in London.

In conclusion, | must admit that this article is both interesting and useful. It
can help people who want to go sightseeing to London to choose good and safe
accommodation.
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