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UNIT 1
CLASSIFICATION OF HOTELS

Pre-reading

1. Read and translate the following international words:

consist total generate

diamond billion sophistication
classify classification rate

inspect motel state

appeal comfort criteria (criterion)
represent interior decor

guest selection percent

famous price

2. Read and translate the following groups of words derived from
a common root:

1) class — classify — classification — classifier — classified;

2) manage — manager — manageress — managerial — management —
manageable — mismanagement;

3) nation — national — nationally — international — nationalize —
nationality — nationalist;

4) market — marketing — marketplace — marketer;

5) part — party — partner — partnership — partial — partially;

6) compete — competition — competitive — competitor;

7) mean — means — meanness — meanly — meaning — meaning-
ful — meaningless — meanwhile — meantime;

8) wvalue — valuable — evaluate — evaluation — devaluate — de-
valuation.



Reading

3. Read the text and translate it. While reading try and find answers to these
questions:

1. What is the difference between diamond- and star-rating of hotels?
2. What criteria are used to evaluate American hotels?
3. Does the AAA inspect and rate only the U.S. hotels?

CLASSIFICATION OF HOTELS

According to the American Hotel and Motel Association, the United
States lodging industry consists of 46,000 hotels and motels, with a total
of 3.3 million rooms. The gross volume of business generated from these
rooms is $65 billion.

Unlike many other countries, the United States has no formal govern-
ment classification of hotels. However, the American Automobile Associa-
tion (AAA) classifies hotels by diamond award, and the Mobile Travel
Guide offers a five-star award. Of the more than 21,000 star-rated estab-
lishments, fewer than two percent have been awarded five-star status. The
guide currently gives the five-star award to thirty-five lodging properties.

The AAA has been inspecting and rating the nation's hotels since
1977. Less than two percent of the 19,500 properties inspected annually
throughout the United States, Canada, and Mexico earned the five-
diamond award, which is the association's highest award for excellence.
In 1996, the five-diamond award was given to fifty-two hotels and resorts
in twenty states. Twelve of the properties received both the five-diamond
and the five-star awards.

The AAA uses descriptive criteria to evaluate the more than 24,000
hotels that they rate annually in the United States, Canada, Mexico, and
the Caribbean (see Figure I).

e One-diamond properties have simple roadside appeal and the basic
lodging needs.

e Two-diamond properties have average roadside appeal, with some
landscaping and a noticeable enhancement in interior decor.

e Three diamonds carry a degree of sophistication through higher
service and comfort.

e Four diamonds have excellent roadside appeal and service levels
that give guests what they need before they even ask for it.

e Five-diamond properties have the highest service levels, sophistica-
tion, and offerings.
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Josette Constantine, manager of AAA inspections, said one word
to describe the five-diamond properties is «Wow!»

& |

Even the one-diamond properties provide a valuable listing, Constan-
tine said. One diamond doesn't represent low quality by any means. Al-
most 40 percent of lodging facilities are not approved for inspection at all
because they don't meet the minimum standards of cleanliness, comfort,
safety, and maintenance.

Hotels may be classified according to location, price, and type of ser-
vices offered. This allows guests to make a selection on these as well as
personal criteria. A list of hotel classifications follows:

e City Center — luxury, first-class, midscale, economy, suites;

e Resort — luxury, midscale, economy suites, condominium, time-
share, convention,;

e Airport — luxury, midscale, economy, suites;

e Freeway — midscale, economy, suites;

e Casino — luxury, midscale, economy.

Alternatively, the hotel industry may be segmented according to price
[1, 93—95]1.

Vocabulary notes

lodging industry TOCTUHUYHAs UHIYCTPUS

gross volume BaJIOBOU 00beM

room TOCTUHWUYHBIN HOMED; KOMHATa
diamond OpUJUTMAHT

award Harpaja, rnpus3

guide 30. CIIPaBOYHUK

to rate JIaBaTh OLIEHKY, TIPOBOJUTH PEUTUHT

I Iudpsl B KBagpaTHBIX CKOOKaX 0603HAYAIOT HOMEP MCTOYHMKA 3aUMCTBOBAHUS 110
crnucky autepaTypbl (References) u ctpaHuiibl.
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to diamond-rate
to star-rate

a five-star hotel
resort

to meet minimum stan-
dards

decor
roadside appeal

basic needs
lodging facilities
enhancement

lobby
landscape
sophistication
property
offering
midscale
economy (adj.)

JIABaThb PEUTUHTOBYIO OLICHKY, BBIPAXKAEMYIO
YUCJIOM OPUJLIMAHTOB

JIaBaTb PEUTUHTOBYIO OLIEHKY, BBIPAXKAEMYIO
YUCIIOM 3Be3]I

MATU3BE300YHBIN OTEb

KypopT

OTBEYaTh 3JIEMEHTaApPHBIM (MUHUMAJIEHBIM)
TpeOOBaHUSIM

00CTaHOBKa, UHTEPbEP

30. TIpUBJIEKATEIbHBI BHEIIHUN BUI 3IaHUS
(¢ yauupwt)

9JIeMeHTapHble (OCHOBHbIE) MOTPEOHOCTU
YCIIOBUSI IPOKMUBAHUS

3aMETHOE YJIyUIlIleHUE; SIBHBIM CIBUT B JIYUIIIYIO
CTOPOHY

BECTUOIOIb TOCTUHULIbI

neunsax

M3BICKAHHOCTh, YTOHYCHHOCTD
30. OTeb

npemioxeHue (ycaye)
YMEpEHHBI (0 yeHe)
HEBBICOKHW, CKPOMHBIH (0 yere)

Vocabulary focus

4. Match each word or phrase on the left with the correct equivalent

on the right:
1) safety
2) resort
3) need
4) luxury
5) suite
6) front desk
7) cleanliness
8) appeal
9) carpet
10) offer

a)
b)

KypopT
POCKOIIIb
c) 4ucrota

d) KOHTOpKa MOpThe (CTOMKA PErucTpaluu
TPUOBIBIINX TOCTEH)

e) 0e30IacHOCTb

f) npuBNekaTeNbHBIN BUI

g) MHOTOKOMHAaTHBIN HOMEpP
h) mnoTpebGHOCTHL

i) TpemnaraTh

j) XoBep

13



5. Match each word on the left with the correct definition on the right:

1) motel
2) resort
3) guest

4) criteria
5) casino

6) price
7) manager
8) award

9) suite

10) hotel

a) the amount of money that you have to pay in or-
der to buy something

b) someone who is paying to stay at a hotel or eat
in a restaurant

¢) a building where you pay to stay in a room and
have meals

d) a place that many people go to for a holiday

e) a prize or other reward that is given to someone
who has achieved something

f) a hotel for people who are travelling by car

g) a set of rooms at a hotel

h) a place where people risk money in the hope
of winning more by playing card games, roulette,
or slot machines

i) someone whose job is to organize and control the
work of a business or organization or a part of it

j) standards that are used for judging something or
making a decision about something [7], [8]

6. Match the synonyms:

1)
2)
3)
4)

nation a) road

possess b) hotel
standard c) country
excellent d) association
rank e) superb
enhancement f) status

street g) level

union h) have

inn i) improvement

7. Match the antonyms:

1Y)
2)
3)
4)
5)
6)
7)
8)
9)

luxury a) low

many b) fine

award c) economy
simple d) excellent
noticeable e) like

high f) invisible
bad g) complicated
more h) few

unlike i) less

14



Comprehension

8. Answer the questions on the text:

1. How many hotels and motels does the United States lodging in-
dustry consist of?

2. What does the gross volume of business generated from these ho-
tels and motels amount to?

3. Is there a formal government classification of hotels in the
United States?

4. How long has the AAA been inspecting and rating the nation's
hotels?

5. What kind of award does the Mobile Travel Guide offer?

What are the AAA's lowest and highest awards for excellence?
Who is manager of AAA inspections?

Do one-diamond hotels provide their guests with low-quality service?
How many lodging facilities are not approved for inspection at all?
10. According to what criteria may hotels be classified?

11. Why does the AAA inspect not only the U.S. hotels, but also
Canadian and Mexican ones?

0 0 N o

9. Use proper words and phrases in the box below to complete these
sentences.

1.  American are classified by diamond awards.

2. The United States consists of about fifty thousand ho-
tels and motels.

3. The best Russia's hotels receive the awards.

4. All in all, the U.S. hotels and motels have a total of 3.3 million

5. Four-star hotels give what they need before they even
ask for it.

6. Only one Nizhny Novgorod hotel, Volna, four-star status.

7. Even one-diamond hotels provide service.

8. Hotels are often classified according to offered to guests.

high-quality, lodging industry, type of services, was awarded,
hotels, rooms, five-star, their guests

10. Say whether the following statements are true or false.
Comment on the true statements and correct the false ones.

1. Like in many other countries, there is a formal government classi-
fication of hotels in the United States.

15




2. The United States has a formal government classification of hotels.

3. The American Automobile Association's (AAA) highest award for
excellence is the five-star award.

4. Four-diamond hotels have service levels that give guests what
they need before they even ask for it.

5. The AAA offers a five-star award.

6. The AAA inspects and rates American hotels according to certain
descriptive criteria.

7. The Mobile Travel Guide classifies the nation's hotels by dia-
mond award.

8. One-diamond hotels provide low quality of service.

9. American luxury hotels receive both the five-diamond and the
five-star awards.

10. The Mobile Travel Guide classifies hotels by diamond award.

11. The AAA evaluates hotels not only in the United States but also
in Canada and Mexico.

Discussion

11. Try to identify the organization inspecting and rewarding hotels on the
basis of the following procedures and criteria. These words and
phrases will come in handy:

e association

e to inspect

e to evaluate

e descriptive criteria

e to earn the one- (two-... five-diamond award
e award for excellence

e highest award

e lowest award

e roadside appeal

e sophistication

e Dbasic lodging needs

e throughout

e annually

e both the five-diamond and the five-star award

Having identified this organization, describe its methods of classification
in detail. Try and convince your partner that your guess is correct.

16



12. Entitle the paragraphs beginning with the words:

Unlike many other countries...
The AAA has been inspecting ...

13. Divide the text into other logical parts and entitle each of them.

14. Give a summary of the text.

Case Study
CULTURAL DIFFERENCES

Background:

Cultural differences of both guests and employees should also be
taken into account. Otherwise they may result in mutual misunderstand-
ing, directly affecting hoteliers' profits.

1. Read the supporting article and provide detailed answers to the case
questions below.

General managers need to understand, empathize, and allow for the
cultures of both guests and employees. For example, in the Pacific Rim,
spiritual dictates are frequently believed to directly affect hoteliers' profits.
At the Westin Kyoto Takaragaike Prince, hotels with floors numbered
«four» or «nine» are not likely to be very popular. The pronunciation of
the number «four» and the Japanese word for «death» sound the same,
and the number «nine» sounds very similar to «pain» in Japanese.

Often, success of a hotel can be heavily influenced by the country's cul-
ture. For instance, in South-East Asia, many hoteliers employ Fung Shui
experts. Fung Shui is a centuries-old tradition that maintains that placing
architectural elements in correct configurations or holding events at correct
times pleases spirits. For instance, at the Hyatt Regency Singapore, doors were
originally positioned at right angles to the street. A Fung Shui master recog-
nized and told the general manager that the hotel, which was then having
problems, would never be successful until the angle was changed. After the
doors were repositioned, occupancies began to rise [1, 122—123].




Vocabulary notes

to empathize

empathy
to allow for (smth.)

the Pacific Rim
famous
spiritual dictates

to directly affect
to sound

to hold events
to please spirits
at right angle

to reposition

Case questions:

COMEepexXnBaTh, MPOHUKATHCS UyBCTBAMU IPY-
TOro YeJI0OBEKa; BXOIUTh B €0 MOJOXEHUE

CIMOCOOHOCTh COMepeKUBaTh... U T.A. (CM. BBIILIE)

YUUTHIBaTh;, NPUHUMATh BO BHUMaHuUe (u4mo-
aubo)

CTpaHbl TUXOOKEAHCKOTro GacceiiHa
M3BECTHBIN, 3HAMEHUTBIN, MTPOCTABICHHBIN

30. TIPEAPACCYIKU; TIPEACTABICHUST I BEpOBa-
HUSI, CBSI3aHHBIE C PeIUTMEN, Maruen u T.1I.

HEMOCPEACTBEHHO BJIUSITh
3By4YaTh

MTPOBOIAUTH MEPOIPUSITHS

30. OJIATOTBOPHO BJIMSITH HA HACTPOEHME
101, IIPSIMBIM YIJIOM

30. BEpHYTh B MEPBOHAYAJILHOE IOJIOXKEHUE

1.  Who needs to understand, empathize, and allow for the cultures
of both guests and employees? What for?

2. What is often believed to directly affect hoteliers» profits?
3. Why won't hotels with floors numbered «four» or «nine» be very

popular?

4. How does the pronunciation of the words «four» and «nine»

sound in Japanese?

5. Why do many hoteliers in South-East Asia hire Fung Shui ex-

perts?

6. What is Fung Shui?
7. What does this tradition maintain?
8. How were doors at the Hyatt Regency Singapore originally posi-

tioned?

9. Why did a Fung Shui master tell the general manager to change

the angle of the doors?

10. What happened after the entrance doors of the hotel had been

repositioned?

11. Why did the occupancies begin to rise after the doors

were repositioned?

18



Role-play:

Pretend you are a general manager of the famous Nizhny Novgorod
Volna Hotel. You have just found out that three Arab guests from the
Middle East got dissatisfied with the service skills of your employees. You
decide to take drastic measures to exclude such things in the future.

While making a final decision consider the following issues:

as General Manager you must provide owners with a reasonable
return on investment;

the cultures of both guests and employees are sometimes abso-
lutely

different;

spiritual dictates often directly affect your hotel's profits;

at the same time you are supposed to keep employees happy;
employees must do everything to keep guests satisfied and return-
Ing;

it could be worthwhile to employ experts in Middle-East culture
and customs;

drinking alcohol is a centuries-old tradition in Russia but alcohol
is banned in most Muslim countries.

2. Identify key points in the text and extract information from it to pass on
to your partner.

3. Let your partner see whether key points identified by you are the same
as those covered in the text. Let him agree or disagree with you.

19



UNIT2

RESORT HOTELS (Part I)

Pre-reading

1. Read and translate the following international words:

Caribbean Europe Mexico
city Mexico City exotic
clientele rail famous
scenery visit golf

public plan regular
formal type automobile
focus major sport
spectacular population family
season convention variety
activity atmosphere conference
meeting occupy expert

2. Read and translate the following groups of words derived from
a common root:

1. luxuriate — luxuriant — luxuriantly — luxury — luxurious —
luxuriously

2. develop — developer — developed — development — develop-
mental — developmentally

3. accommodate — accommodation

4. client — clientele

5. picture — pictures — picturesque — picturesquely

6. travel — traveler — traveling

Reading

3. Read the text and translate it. While reading try and find answers to these
questions:

1. What is a typical resort hotel?

2. How did the clientele travel to luxury resort hotels in the late
1800s?

3. Why have Europe and Mexico become more accessible for
American tourists?
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