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NMpepucnoeue

JaHHBIN yIeOHUK ITOATOTOBJICH B COOTBETCTBMU ¢ ['0cymapCcTBeHHBIM
00pa3zoBaTe/bHbIM CTAHAAPTOM 1 OTBEYaeT TPeOOBAHUSM MPOrpaMMBbI IO AWC-
LUTJIMHE «AHTJIMUCKUIA SI3bIK» 111 CPEIHUX CTIelMabHbIX Y4eOHbBIX 3aBe-
JeHU. Y4eOHUK MOXKET ObITh MCMOJIb30BaH MPU 00YUYEHUU CTYI€HTOB KOJI-
JIEIDKEN M HESI3BIKOBBIX BY30B, a TAKXKE BCEMU, U3YYAIOIIUMU aHTJIMUCKUAA
SI3BIK CAMOCTOSITEIIBHO.

Y4eOHMK cocTaB/ieH Mo LieJIeBOMY U TeMaThudecKomy mpuHiumny. Kax-
npiii pasnen (Unit) BKITIOYaeT ayTEeHTUYHBIN TEKCT C KOMILIEKCOM yITpaXkKHe-
HUI Ha aKTUBU3ALMIO JIEKCUKU B TTAPHOI, TPYNITIOBOW M MHAMBUIYaIbHOMN
paborte, HalleJIEeHHbIE Ha OBJAJCHUE U 3aKpeIlJIeHME KOMMYHUKATUBHBIX
HaBBIKOB B ITpoheCcCMOHABHOM cdepe.

OcHOBY KoMIIJIeKca YIIpaxKHEHU COCTaBISIIOT KOMMYHUKATUBHbBIE
YIpakKHEHMSI, HalIpaBJIeHHbIC Ha (DOPMHUPOBAHKE PEUCBBIX YMEHU CTYICH-
TOB U 00€ecIeurBalolle BHICOKUI YPOBEHDb MPAKTUUYECKOIO BaAeHUsI MHO-
CTPaHHBIM SI3BIKOM B IMpodeccroHalIbHOM cdepe.

OcHoenbiMu yeassmu OaHHO20 YHeOHUKA ABAAIOMCA:

—  (opMUpoBaHUE UHOSI3BIYHOM MPO(PECCUOHATIBHON KOMMYHUKATUBHOM
KOMIIETEHTHOCTH HEOOXOMUMOIi ISl OOIIeHMS B TPOeCCHOHATbHOM
chepe;

—  TIOATrOTOBKA OYMYIIMX CMELIMATMCTOB K IMPAKTUYECKOMY UCIIOJIb30BaHUIO
MHOCTPAHHOTO SI3bIKA B TIPO(MECCHOHAIBHO MesSITeIbHOCTH;

—  O3HAKOMJIEHHE yJalluXCsl ¢ TEKCTaMU 1O CMeLUaJIbHOCTU U pa3BUTHE
HaBBIKOB PabOTHI C TEKCTaMU,

—  TOMOIb B OBJIaJICHUU HEOOXOAUMBIM JIEKCMYECKUM MUHUMYMOM, C Lie-
JIbIO aKTUBU3allM1 HABBIKOB MOHOJIOTMYECKOI U AUaJIoTHYeCcKoit bece-
IIBI IO JAaHHBIM TeMaM;

—  pacliMpeHue 3HaHUI yyaluxcst o cBoeit Oyayieii npodeccuu;

—  CTUMYJIMPOBaHME MOTUBAIIMN YIAIIUXCS K CAMOCTOSITEIbHOMY UTCHUIO
Y MOHUMAaHMIO OPUTUHAJILHOM JIUTePATyphbl HA aHTJIUIACKOM SI3BIKE.
Y4eOHUK COCTOUT 13 4 OCHOBHBIX YacTell U MPUIOXKEHUIA.

Ocnosubie yactu: Part 1. Front Office; Part I1. Hotel Organization; Part
II1. Safety; Part IV. Security; nocienoBaTeIbHO pacCMaTPUBAIOT TaKHE BaXK-
HbIE 00J1aCTH KaK CTPYKTYpa ¥ 30HBI OTBETCTBEHHOCTH CJTY>KOBI TIprieMa 1 pa3-
MELIEHUST; CTPYKTYpa U MPUHIIUITBI OpraHU3alu pabOThI BCeX CIYXK0 OTes;
MepHI TI0 MPEAOTBPAIlIEHNIO HECYACTHBIX CIy4aeB B OTeJie, o0ecIieueHue
0e30IMaCHOCTH TOCTEH U TIepCOHAaa OTeJIsI, a TAKXKE X COOCTBEHHOCTH.



Kaxapiil paznen conepXuT CAEAYIOLIYIO CTPYKTYPY:

BBOJ, B TeMy (00OCyIuTe B Mapax);

CIIMCOK JIEKCUIECKUX SAUHUII, TTOMIEKAIIUX YCBOCHUIO U YIIPAaXKHEHUS
Ha UX NMepBUYHOE yoTpeOIeHre B peun; 3a1aHusI Ha aKTUBU3ALIMIO JIEK-
cUKH (TTepeBeINTe CIEAYIONINE CIOBOCOYETAHUS Ha PYCCKUI/aHTIN I~
CKUI SI3BIK);

TEKCT ¢ 3aJaHUSIMM, UMEIOIINMU pa3IMIHbIC LIEIU: IPOCMOTPOBOE (OT-
BETUTb Ha BOIIPOCHI), TOUCKOBOE (3aKOHUMTE MPEIIOKEHUs BHIOPaB
COOTBETCTBYIOIIEE OKOHUYAHUE B TIPaBOii KOJIOHKE), U3yyvaloliee (Haii-
IATE COOTBETCTBUS). Bce TEKCTHI B3ATHI U3 ayTeHTUIHBIX aHTTTUACKIX
1 aMepUKaHCKUX UCTOYHUKOB, alaliTUPOBAHBI, M1 HOCSIT UCKITIOUUTEIb-
HO NTpodeCCUOHAIbHO-OPUEHTUPOBAHHBIM, (DYHKIIMOHAJIBHBIN XapakK-
Tep;

yIpaxXHeHUSs, HalleJIeHHBIe Ha (POpMUPOBaHNUE TCPMUHOJIOTMICCKOTO
podeCcCMOHATLHOTO MUHUMYMA;

yIpaxKHEeHMs, HallpaBJeHHbIe Ha 0oJiee TIyOOKYI0 paboTy ¢ TEKCTOM,
Ha MOUCK aHTJIOSI3bIYHBIX COOTBETCTBUIA;

yIpaxkXHeHMsI, HalpaBJICHHBIC Ha COBEPIICHCTBOBAHNE HABBIKOB TOBO-
pE€HUS, KaK TUaJI0Tn4eCKOM, TaK 1 MOHOJIOTUYECKOM PeYH;
yIpaxHeHusl, HalleJIeHHbIe Ha (hOpMUpPOBaHME HaBBIKOB MMCbMEHHOM
peuu (3aroJHUTh TAOIUILY, HAMcaTh Iepeckas TeKCTa, IepeBeCTH Mpe-
JIOXKEHUST).

Taxum o6pazom, usyuue mamepuai 0GHHO20 yHeOHUKa, oOy1aemote Oyoym:
3HATD:

OCHOBHOI1 SI3BIKOBOI MaTepHall B 06JIacTH TPodecCHOHATBHOTO UHO-
CTPaHHOTO SI3bIKa;

OCHOBHBIE JIEKCUYECKME eIMHUIIBI B 001aCTH U3YUYEHHBIX TeM OymyIile-
ro TPOoheCCUOHATLHOTO MHOCTPAHHOTO SI3BIKA;

OCHOBBI MepeBO/ia, AHHOTUPOBAHMS U pedeprpOBaHUS ayTeHTUYHOM
JINTEpaTyphl B 00JIACTU OOIIETO U MPOdEeCCUOHATBLHOTO MHOCTPAHHOTO
SI3bIKA.

YMETh:

MOHUMATh MH(GOPMALIMIO TIPU YTEHUU yU4eOHOI, yueOHO-HayYHOM, Ha-
YUYHO-TIYOJIMIIMCTUYECKOM, CTIPAaBOYHOM JTUTEpaTypbl B COOTBETCTBUM
C KOHKPETHO 11eJTbI0 (03HAKOMUTENIBHOE, M3yJatolliee, IPOCMOTPOBOE,
IMOMCKOBOE BUIBI UTEHHUS) B 00J1aCTU IIPOGECCUOHATILHOIO MHOCTPAH-
HOTO SI3bIKa;

MePEBOIUTH YUEOHYIO, y4eOHO-HAYIHYIO, HAyYHO-ITyOJIMITUCTUYECKYIO,
CIIPABOYHYIO MHOSI3BIYHYIO JTUTEPATYpPy MTpoheCCHOHAITBHON chephl
Ha PYCCKUI SI3bIK;



IIPON3BOANTL YCTHOC PEYCBOC B3aMMOJICVICTBUE HA aHTJIMCKOM A3bIKE,
AaHaJIM3UPOBATH I/IH(I)OpMaHI/HO Ha aHTJIUHCKOM S3bIKE B paMKax HpOﬁ—
JCHHBIX TEM;

Cco3gaBaTb MOHOJIOTUYCCKOC TEMATUUYECCKOC BbICKA3bIBAHUCEC
IITMCbMCHHO (l)I/IKCI/IpOBaTB I/IHqJOPMa]_[I/I]O, TTOJIYYCHHYIO ITPHU YTCHUN
TEKCTA.

BJIAJIETD:

HaBbIKaMU pabOThI C yUeOHOM, y9eOHO-HAYYHOU, HAYYHO-ITyOIMIIUCTH -
YeCcKOli, CIPaBOYHOU JUTEepaTypoil B 061acT MTPOoGheCCUOHATBHOTO
WHOCTPAHHOTO SI3bIKa,

HaBbIKaMU MepeBoa yueOHOI, ydeOHO-HAYYHOU, HAyYHO- YO IUIIU -
CTUYECKOM, CIIPAaBOYHON MHOSI3BIYHOM IUTEpaTyphbl TPO(hECCUOHATBHOMN
cepbl Ha pyCCKUIA SI3BIK;

HaBbIKAMM KOMMYHMKAIIUU B MOJUKYJIBTYPHOM OOLIECTBE;

HaBbIKAMM aHAJIW3a U CUHTE3a U3y4YeHHON WH(MOpMaIIUH;

HaBbIKAMU OCYIIECTBJIEHUS YCTHOTO PEYEBOro B3aUMOACHCTBUS B paM-
Kax MPONIECHHBIX TEM;

HaBbIKaMU MTOCTPOEHUSI XOPOIIO BHICTPOEHHOTO MOHOJIOTa COOOIEHUS
B paMKax U3y4aeMbIX TEM;

npueMaMu aHHOTUPOBAHUS U pedepupoBaHUs TPohecCUOHATbHOMN
WHOSI3BIYHOW JIUTEPATYPHI.



Introduction. Hospitality Industry

OO0cyaure B napax.

Do you like travelling?

Have you been abroad? Where? When?

What is tourism?

‘What is hospitality?

Why have you chosen a career in tourism and hospitality?

ARl e

“pO‘lT"Te CJI0BA M BbIPA2KCHHUA U 3AIIOMHUTE UX PYCCKHE SKBUBAJICHTDI.
vast(adj) — orpoMHBIii, OOIIMpPHBIN  entertainment(n) — pa3BiaeyeHuUst

field(n) — moste, obacTh facilities(n) — obopynoBaHue,
common(adj) — obmmit MPUCTIOCOOIEHUS, CPEACTBA
goal(n) — 1enb range(n) — aMarnasoH

provide(v) — npeaocTaBisiTh establishment(n) — yupexneHue
necessary(adj) — HyXHBII, HeoOx0- offer(v) — mpemmarath

TUMBII civilian(adj) — rpaxmaHcKuit
desired(adj) — >xemaHHBIH lodging(n) — Xxuibe, pa3MellieHue
catering(n) — oOLIECTBEHHOE properties(n) — UMYLIECTBO
MuTaHue vending machines(n) — ToproBbie
leisure(n) — mocyr ABTOMATHI

consist of(v) — cocTout u3 retail store(n) — pO3HUYHBIN

look after(v) — mpucMmarpuBaTh 3a,  Mara3uH

3a00TUTBCS O allow(v) — mo3BoJjbTe, pa3peniure
shelter(n) — npuioT, yoexxuIe maid(n) — ropHUYHasI

accommodation(n) — pa3melieHue

The Hospitality Industry is part of a larger sphere known as the Travel and
Tourism Industry. This industry is a vast business field with one common goal
to provide necessary or desired products and services to travellers.

Hotels, catering, leisure, and tourism are service industries. They provide
services to customers. The service consists of looking after people when they
are away from home by providing food, drink, shelter, sleeping accommodation,
entertainment, and leisure facilities. The industry is made up of a very wide
range of establishments offering different levels of service.

The Travel and Tourism Industry has now become the largest civilian
industry in the world. According to statistics, one out of every ten people
worldwide is part of the Travel and Tourism Industry. The Travel and Tourism
Industry is divided into five major parts.

8
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Lodging Operations:

Under lodging operations comes: Hotels, Motels, Resorts, Timeshare
Hotels, B&B, Condominiums, Conference Centres, Casinos, etc. Lodging
operations is the largest sector in the Travel and Tourism Industry.

Transportation Services:

Ships, Aero planes, Autos, Bus, Railways, Metro's, Bikes, Limousines all
comes under the Transportation Services in the Travel and Tourism industry.

Food and Beverage (F& B) Operations:

Restaurant, Retail stores in Lodging Properties, Vending Machines,
Catering, Snack Bars, Cruise Ships, Bars, Banquets, Out Door Catering. All
of them are called the F&B operations sector.

Retail Stores:

Gift Shops, Souvenir shops, Handicraft Shops, Art Shops, Markets, etc.

Activities:

Recreation, Businesses, Entertainment, Amusement Parks, Study Trips,
Sporting Events, Ethnic Festivals, etc.

Ex. 1. OTBeTbTE Ha CjIeyIONIe BOMPOCHI:

What is the Hospitality Industry?

What are service industries?

What parts is the Travel and Tourism Industry divided into?
‘What are Lodging Operations?

What are Transportation Services?

What are Food and Beverage (F&B) Operations?

Can you name examples of Retail Stores?

What other activities are involved in the Hospitality Industry?

PHRANPR LD

Ex. 2. HaiinuTe onpeeieHns CJIeAYIONIMM CJIOBAM Y BbIPAXKEHHSIMH.

—

to provide a. amusement or pleasure that comes from watching

a performer, playing a game, etc.

service b. aplace or organization where people live or do business
industry

to make something available to

entertainment moral, legal, or mental accountability

SN IR Il Bl

c.

accommodation |d. the work or action of helping customers
e.
f.

establishment . agroup of businesses that provide a particular product or
service

7. responsibility g. aplace (such as a room in a hotel) where travelers can
sleep and find other services

Ex. 3. IlepeBenuTte clieayonue CJI0BOCOYETAHUS HA PYCCKHIA SA3bIK.
vast field, common goal, to provide necessary or desired services, to consist
of, to look after people, leisure facilities, wide range of establishments, to offer

10



different levels of service, the largest civilian industry in the world, one out of
every ten people worldwide, divided into.

Ex. 4. IlepeBeauTe cieayiomue cJI0BOCOYECTAHUS HA AHTIMIACKMIA SA3bIK.

MpeiaraTh, 3a00TUThCS O JIIOASIX, KAXKIbIA AeCIThI B MUPE, OOILIMPHAsT
cepa, o01LIas Lie)ib, 3aBeICHNUSI, HEOOXOAMMbIE WU XKeJIaeMble YCIIyTH, COCTO-
SITh U3, PA3IMYHBIC YPOBHM OOCITYy:KMBAHMSI, BO3MOXKXHOCTH JIJIST OTIBIXA, KPYIT-
HelImass B MApe TpakaaHCcKask OTpaciib, IMMPOKHI CITIEKTP, IMPEIOCTABIATh,
pasnesieHHbIe Ha.

Ex. 5. IIpoutuTte 1 00CyaMTE B Mapax MpaBujia MPUBETCTBHUSA IOCTei B oTeJIe.

Read the manual how to welcome guests at the hotel.

e Make guests feel welcome;

e Greet guests with a friendly "welcome”;

e Introducing yourself begin with the phrase, "Allow me to introduce myself.
My name is ...";

e Address all guests as "sir" or "ma'am.";

e  Offer to help with the luggage.

Ex. 6. PoaeBas urpa. IIpounTaiite u pa3sirpaiite mo pojism JMajior MexmIy
IIBEHIIAPOM M TOCTEM OTeJIs.

Doorman: Welcome to the Hilton Hotel!

Guest: Thank you. I'm glad to be here.

Doorman: And we're glad to have you. Allow me to introduce myself. My
name is Stan Beeman. I'm the doorman.

Guest: It's nice to meet you, Mr. Beeman.

Doorman: It is nice to meet you, too. May I take your bags?

Guest: Sure.

Doorman: Okay. Would you like to check-in at the Front desk?

Guest: All right. Thank you very much.

Ex. 7. 3anoMHMTe HA3BAHHUSA CJIYXKAIMX B OTeEJIE.

a bellboy (BrE), a bellhop (AmE) KOPUIOPHBI, MOCHUTbHBIM
a chambermaid, a hotel maid, a room TOpHUYHAasK
attendant

a concierge, a guest relations manager, a guest | KOHCbepK
relations officer

a doorman LIBeMLIap

a hotelier BJIAJIeJIeL, YIIPABJISIONINIA OTEIs
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a liftman (BrE), an elevator operator (AmE) udTep

a maintenance worker pabouuii Mo peMOHTY U 00CITy-

2KMBAaHUIO

a parking lot attendant (BrE), a valet (AmE) MapKOBILIUK

a receptionist (BrE), a front desk clerk (AmE) | ammuHuCcTpaTop

Ex. 8. Coenunure Ha3BaHue J0JZKHOCTH B OTeJie U BBINOJIHAEMYIO paﬁoTy.

The porter serves the meals.

The chef prepares the bills.

The barman carries the luggage.

The waiter cleans.

The receptionist welcomes the guests.

The cashier takes guests to the right floor.
The maid serves the drinks.

The lift attendant cooks the food.

Ex. 9. IIpouyTnTe M 00CyauTE B Mapax CTAHAAPTHI IPUBETCTBHUSA TOCTE

B OT¢JI€ MPH 3aCECJICHUM U BBIIIUCKE.

12

Minimum Standards for Check-in

Smile!

Appropriate greeting

Confirm/use the guest's name

Confirm the room rate and check-out date.

If required, get the guest's passport number and address.

Get the guest's signature on the reg-card.

Hand out the key pack — Important: Never state the room number aloud!
Offer any other assistance or information, i.e., map of the city, restaurant
recommendations, etc.

Offer assistance with luggage.

Give directions to the elevator.

Wish the guest a pleasant stay.

Important: Smile during the entire conversation and use the guest’s name
as often as possible.

Minimum Standards for Check-out

Smile!
Confirm room number with the guest’s name.
Ask for any late charges, i.e., minibar, breakfast, etc.



Present statement.

Confirm the method of payment.

Print final invoice.

Ask if the stay was satisfactory.

Hand out GSS (Guest Satisfaction Survey) form.

Offer assistance with future reservations.

Offer luggage assistance.

Return key.

Farewell and thank guests.

Important: Use waiting times for small talk with the guest. Do not stare
at the computer. Do not forget to say "thank you" and "you are welcome".

Ex. 10. PoneBas urpa. IIpouuTaiitTe u pa3pirpaiite no poJisiM JMaJor MeKIy
CJIYKAIIM HA CTOiKe PerucTpaniy M TOCTEM OTells.

Hotel Employee: Welcome to the Grand Hotel. How may I help you
today?

Guest: Hi. I want to check in.

Hotel Employee: Do you have a reservation?

Guest: Yes, I do.

Hotel Employee: Okay. What name is the reservation under?

Guest: John Smith.

Hotel Employee: All right, Mr. Smith. Your reservation is for a double
non-smoking room. And you're staying for three nights. Is that correct?

Guest: Yes, that's right.

Ex. 11. IlepeBeauTe cieayiomue npeaioKeHns HA AHTTHACKHIA S3bIK.

TocTuHUIIBI, OOIIECTBEHHOE MMUTAHUE, TOCYT U TYPU3M OTHOCSITCS
K cepe yeayr. Dra chepa npeaocTaBisieT YCAYTY KIMeHTaM. DTa yciiyra —
3a00Ta O JTIOMISIX, KOTJIa OHU HAXOISITCS BAAJIM OT JOMa, O0eCTieunBasi UM ey,
UThE, TIPUIOT, HOWIET, pa3BJIcYCHUS 1 YCIOBUS IS OTABIXA.

Typusm — 3T0 colmaabHOE, KYJIbTYPHOE M SKOHOMUYECKOE SIBJICHUE.
HMHaycTpus roctenpuuMCcTBa MPEACTaBISIET CO00I coueTaHue YCIyT pa3Me-
IeHUST ¥ 00IecTBeHHOTO nuTaHus. OTpaciab roCTENNPUUMCTBA COCTOUT
W3 OYCHB OOJIBIIIOTO KOJMUICSCTBA YCIIYT C Pa3TUNIHBIMU YPOBHIMM OOCITYKH -
BaHUs. O4eBUIHO, YTO MHAYCTPUS TOCTSIIPUUMCTBA BIMSIET Ha MHOTHE 00J1a-
CTU SKOHOMMUKMU.

Ex. 12. CocraBbTe coodmenue no teme: «Hospitality Industry».
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PART I. FRONT OFFICE.
AN OVERVIEW




Unit 1. Front Office. An Overview

O0cynuTe B mapax.
Who are tourists?

bl .

Where do they stay while travelling?
Who do they meet first at a hotel?
Does the first impression of the hotel important? Why?

l'[phonTe CJI0BA M BbIPA2KCHHUA U 3AIIOMHUTE UX PYCCKHE IKBUBAJICHTDI.

important(adj) — BaxKHBII
direct(adj) — HemmocpeaCTBEHHEII,
psIMOiA

assignment(n) — Ha3HauYCHUE
inquiry(n) — 3ampoc

revenue(n) — 10Xomd

valuable(adj) — LieHHbI

arrival(n) — npuoGbITHE
departure(n) — BbIe3]

generic(adj) term — o0LIMI TEPMUH

prospective(adj) — MmepCceKTUBHBIN,

BO3MOXHBII
booking(n) — 6poHMpoBaHE
room rate(n) — CTOMMOCTb HOMEpa

payment(n) — oruiaTa

follow(v) — cilequTh, MOHUTOPHUTH
source(n) — UCTOYHUK
appropriate(adj) — COOTBETCTBYIO-
§ing%071

enter(v) — BOUTHU

parcel(n) — maker

facilitate(v) — cmocoOCTBOBATh,
00JIeryaTh, MIOMOTATh
pertaining(adj) — OTHOCSILLIMIACS K
foreign(adj) exchange(n) — odomeH
BaJTIOThI

luggage(n) — Garax

tidy(adj) — akKypaTHbIi

The Front Office (FO) is a very important department in the hotel, making
direct contact with guests. The main function of this department is Reservation,
Guest service, Check-in, Check-out, Telephone, Finance & Cashiering, Foreign
Exchange, Room Assignment, Inquiry etc.

This department is one of the major operational and revenue-producing

departments of the hotel which generates two-thirds of the revenue earned by

a hotel from the sale of the guest rooms. It involves in providing valuable
services to the guests during the entire guest cycle consisting of Pre-arrival,

Arrival, Occupancy and Departure.

The title Front Office is a generic term to include a number of activities,
but smaller hotels call it simply Hotel Reception.

Importance of the Front Office (FO):
e The FO is the first contact of guests and prospective patrons;

e Profit earning division of a hotel;
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e Attending to the bookings and registration of hotel guests.

The Front Office includes:
e Lobby;
e  Reception;
e  Cashier;

e Reservations;

e  Telephone Operators;
e  Concierges;

e Guest Services;

e Bell Services/Porters.

The operational function of the Front Office Department:

Guest Registration: Does all guest registration-related activities like
check-in, room assignment, welcoming, room rate, etc.

Guest Service: Determinates a guest's reservation status and identifies how
long the guest will stay. Helps guests to complete registration cards and then
assigns rooms, accommodating special requests. Verifies the guest's method
of payment and follows established credit-checking procedures.

Guest History and Records: Creates and maintains a guest profile, history,
likes and dislikes, collect feedback, etc.

Guest Database: Develops & maintains a Comprehensive Database of
Guest Information.

Updates Room Status: Updates the correct room status like CI, CO,
DNCO, DND, etc.

Reservation: Registers the room reservation from various sources, with
recordings, filing of reservation records, and revise on the appropriate time to
make sure that guests would have their rooms upon entering the hotel.

Postage and Parcels: Facilitates guests pertaining to the posting of letters,
telegrams, and parcels.

Telephone: Facilitates guests pertaining to the telephone both internally
and externally, and wakes guests up in the morning upon request.

Finance and Foreign Exchange: Relate to the Accounting Department,
through the collection from guests for services, and also gives the foreign
exchange service.

Inquiry: Answers questions and inquiries of guests. Therefore, this section
would have to be alert with all the movements of the hotel.

Bell Desk and Concierge: Provide all services related to assisting guests
with luggage, post, parcels. And also deal with general enquiries and ensuring
the lobby and forecourt areas are always clean and tidy.

Source: https://setupmyhotel.com/(0ama obpawenus 14.04.21)
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Ex. 1. OTBeTbTE Ha CjIeyIONIe BOMPOCHI:

PR R LN =

What is the Front Office (FO)?

What are the main functions of the Front Office?

Is the Front Office important? Why?

What areas does the Front Office consist of?

What are the operational function of the Front Office Department?
What does guest registration include?

What does guest service include?

What does the Bell Desk and Concierge provide?

Ex. 2. CoenunuTe JIeBYI0 H PABYI0 YACTH NMPEITOKEHHU.

1. The main function of
The Front Office is...

a. ...the Accounting Department.

2. The entire guest cycle
consists of...

b. ... Lobby; Reception; Cashier; Reservations;
Telephone Operators;
c. Concierges; Guest Services; Bell Services/Porters.

3. The Front Office
includes:...

d. ... all services related to assisting guests with
luggage, post, parcels.

4. Guest Registration
activities include...

e. ...is Reservation, Guest service, Check-in,
Check-out, Telephone, Finance & Cashiering,
Foreign Exchange, Room Assignment, Inquiry etc.

5. Guest Service
activities include...

f. ... history, likes and dislikes, collected feedback,
etc.

6. Guest profiles
include...

g. ... Pre-arrival, Arrival, Occupancy and Departure.

7. Finance and Foreign
Exchange activities relate
to...

h. ... determining a guest’s reservation status and
identifies how long the guest will stay.

8. The Bell Desk and
Concierges provide...

i. ... check-in, room assignment, welcoming, room
rate, etc.

Ex. 3. Haiinure onpenesieHus cjiexyiomyM CJI0BaM U BbIPAKEHUSIMH.

1. accounting |a. to make an action or a process possible or easier

2. cashier b. the process or work of keeping financial accounts

3. profit c. to make sure that something happens or is definite

4. to facilitate |d. a person whose job is to receive and pay out money in a bank,
shop, hotel, etc.

5. to pertain e. the advantage that you get from doing something

6. valuable f. to exist or to apply in a particular situation or at a particular
time

7. toensure g. worth a lot of money
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Ex. 4. IlepeBenute clienyouniue CJi0BOCOYETAHUS HA PYCCKMIA S3bIK.

direct contact with guests, revenue-producing departments, providing
valuable services to the guests, entire guest cycle, generic term, prospective
patrons, bookings and registration, welcoming, to complete registration cards,
to assign rooms, to verify the guest’s method of payment, to follow established
credit-checking procedures, to update the room status, to revise, to make sure,
to facilitate guests pertaining to, to wake guests up, upon request, foreign
exchange service, general enquiries, clean and tidy.

Ex. 5. IlepeBeauTe cieayiomue CJI0BOCOYETAHUS HA AHTJIMACKMIA SA3bIK.

10 3aMpocy, OOHOBJISITh CTaTyC HOMepa, OOMEH BaJIIOTHI, MPSIMOI KOH-
TaKT C TOCTSIMU, MIPUHOCSILMIA TOXO0, IPOBEPKA criocoda oriathl, 00LIME
3aIpPOCHl, TPENOCTABICHUE LIEHHBIX YCIIYT, OOIIMI TEepMUH, OPOHUPOBAHNUE
W perucTpauus, NpuBeTCTBUE, 3aIIOJHUTh PETUCTPALIMOHHbBIE KAPTOUKH,
KPEAUTOCIIOCOOHOCTD, EPECMOTPETh, YOSIUTHCS, TOMOYb TOCTSIM, Pa3oy-
JIUTb TOCTEH, MOTEHIIMAJbHBIE TIOCETUTEM, YUCTHIA U aKKYpaTHBIN, Ha3HA-
YyeHHe HOMEPOB, COOJIIOAATh YCTAHOBAEHHbBIE TPOLIEAYPHI.

Ex. 6. PaGoTas B mapax, onpeae/mre, KaKue U3 yTBepKIeHHid COOTBET-
cTBYIOT coaepxkanuio Tekcta (True), kakue He coorBeTcTBYIOT (False).
WcnpasbTe J0KHOE YTBEPKIEHHE.

1. The Front Office (FO) is a very important department in the hotel, making
indirect contact with guests.

2. The main function of this department is Reservation, Check-in, Check-
out.

3. Guest Registration means to determine a guest’s reservation status and
identify how long the guest will stay.

4.  Guest Service means check-in, room assignment, welcoming, room rate,
etc.

5.  Guest History and Records means to check the room status.

6. To Update Room Status means to create and maintain a guest profile,
history, likes and dislikes, collect feedback, etc.

7. Telephone services provides the foreign exchange service.

8. Accounting Department include facilitating guests pertaining to the
telephone upon request.

9. Bell Desk and Concierge provide all services with luggage, post, parcels
and deal with general enquiries.

Ex. 7. 3anmomuuTe Heo0XoauMble (hpa3sl MPH NPUBETCTBUH H 3aceeHHE
rocreii B oTeJie Npu JJMYHOM OOIEHUH.
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I’m pleased to say that we’re able to
reserve a room for you.

Paz coOOIINTE, YTO MBI MOXEM 3ape3ep-
BHMPOBATh JUISl BAC HOMEP.

Our best suite is available.

Hau nyuimii Homep JiloKc ceityac
CBOOOJIEH.

I’m sorry. We’re fully booked that night.

TIpoy npoluieHust, Ha 3Ty HOYb
CBOOOIHBIX HOMEPOB HET.

I’m afraid we don’t have any rooms left
for these dates.

Borock, Ha 3TH THU y HAC HE OCTAJIOCh
CBOOOJHBIX HOMEPOB.

Can | take your name, please?

Ha3zoBure cBoe nmMs, HO)KB.J'[YﬁCTa.

Could you spell your name?

Bbl He MOTTM GBI TPOU3HECTH CBOE UMST
1o oykBam?

Let me check / look up your reservation.

S mpoBep1o Ballry OpoHb.

Could you check the registration details
and sign here, please?

He Moriu 651 BBl TPOBEPUTDH TTPABIITL-
HOCTb PETUCTPAIIMOHHBIX JTAHHBIX
U TTOCTABUTb 3/1€Ch MOAMUCH?

Your departure date/check-out date is
August, 13.

Jenb Batrero otbe3na 13 aBrycra.

Your luggage will be delivered to your
room.

Baiu 6arax OyaeT qocTaBjieH B HOMED.

You can collect your passport at the
reception in the morning.

YTpoMm BBl cMOXKeTe 3a0paTh CBOM
MacrnopT Ha CTOMKE PEruCTpalvu.

‘We want you to feel at home.

MBI XOTHM, YTOOBI BBl YyBCTBOBAIN
ce0s1 Kak qoMa.

We’re glad to have you.

Panpl, 4TO BBl Y HAC B TOCTSIX.

Enjoy your stay with us.

Hacnaxnaiitecb OTIBIXOM B HallleM
OoTeCJIC.

We’ll deal with your request as soon as
possible.

Mpbl 3aliMemcs Balieii mpocb0oit Kak
MOXHO ObICTpEe.

There is a museum, a cafe and a city
park nearby.

Henonaneky ectb my3eii, Kade 1 ropo-
CKOM mapk.

First, go straight ahead, then turn left
and you’ll see the entrance to the trade
centre.

CHayvayia uauTe npsiMo, 3aTeM MOBEPHU-
T€ HaJIEBO, U BbI YBUIUTE BXO/ B TOPrO-
BBII LIEHTD.

You can hail a cab or ask for a taxi
pickup at the reception desk.

Bul MOXeTe TIoMaTh TAKCU WU
3aKa3aTh TAKCH Ha CTOMKE perucTpa-
LIAN.

As a loyalty program member, you can
get room service for free.

Kak yyacTHUK Hallleil mporpaMMbl
JIOSITTBHOCTH Bbl MOXKETE MOJTYYUTh
00CIy>KuBaHUE HOMepa OeCIIaTHO.

Ex. 8. Ilpouytute U 00cymuTe B Napax NPaBujia PerucTPaMy U MPUBETCTBUS

rocreii B oreJe.

Guide to Checking in and Welcoming Guests

1.  For Walk-in guests:

Ask the guest about the following information:
e Preferred room type: single; double; smoking; non-smoking;
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