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IlosicHuTe ILHAA 3aIMCKA

Meroguyeckue peKOMeHAAUMU MO OPTaHU3alMU WU BBIIOJIHEHUIO NPAKTUYECKUX
3aHATUH, SIBISIIOIIMECS YacThI0 Y4eOHO-METOJMYECKOr0 KOMIUIEKCA M0 AUCIHUTIIHHE

I[IM 04 MJIK 04.02 «MHOCTpaHHBIN $3BIK (QHTIMHCKUN) B MPOGeCCHOHATBHON
KOMMYHUKAIIMH JIJIS1 CITYKObI OpOHUPOBAHUS U MPOJAXK» COCTaBICHBI B COOTBETCTBUHU C:

1 ®enepasibHbIM  TOCYJApPCTBEHHBIM  00pa3oBaTEIbHBIM  CTAaHIAPTOM IO
cnenuaiabHoCcTH 43.02.14 'ocTHHUYHOE JI€N10;

2 Paboueii mporpamMMoi yueOHON U CIMIUINHBI,

3 JlokanbabiMu akTamu HosI'Y.

MeTtonuueckre peKOMEHJAIMU BKJIIOYAIOT ayJUTOPHYIO pPabOTy CTYyIEHTOB,
peIyCMOTPEHHYIO paboueit mporpaMMoi yueOHOM TUCIUILTUHBL B 00bEMe 36 4acoB.

B pe3ynbraTe BBINONMHEHUS MPAKTUYECKUX 3aJaHUN 00YyUaIOIIUIICs JOKEH YMETh:

- oOmarecs (YCTHO W MHCBMEHHO) HAa  HMHOCTPAHHOM  fA3BIKE  HA
npo(ecCHOHANIbHBIE U MTOBCEIHEBHBIE TEMBI;

- MEepeBOJUTh (CO CIIOBapeM) MHOCTPAHHBIE TEKCThl MPOodecCuOHATBHOMN
HaIIPaBJICHHOCTH

- CaMOCTOSITEJIPHO  COBEpPLICHCTBOBAaTh YCTHYHO UM IHCBMEHHYIO pEUb,
IIOIOJIHATH CJIOBAPHBIN 3ariac.

B pe3ynbTaTe BRINMOTHEHUS TPAKTUYECKUX 3a]JaHUN 00YyHarONIUIICs JOKEH 3HATH:

- nexcuueckuit (1200-1400 nekcuveckux eAMHUI]) U TPaMMAaTHUYECKUH MUHUMYM,
HEOOXOMMMBIA JUIsI YTEHUsS W TepeBoja (CO clIoBapeM) HWHOCTPAHHBIX TEKCTOB
npodeccuoHaNbHOM HANPaBJICHHOCTH.

B Ilpunoxenusix k MeTOAMYECKHUM PEKOMEHIALMSAM IO OpraHU3alud M
BBITIOJIHEHUIO MPAKTUYECKON PadOThl CTYAEHTOB MPEICTABICHBI:

[Tpunoxenue Ne 1 Kpurepuu oLieHKH NpakTUYECKON paOOTHI.

[Tpunoxenue Ne 2 OcHOBHBIE BUBI TPAKTUYECKONH pPAOOTHI.

[Tpunoxxenue Ne 3 MeTtonuueckue peKOMEHAAIMU 10 padoTe ¢ TEKCTaMU U

BBIITOJTHEHUIO TEKCTOBBIX 33JIaHUM:

[Tpunoxxenue Ne 4. [TamsiTka 11 CTYJIEHTOB 10 pabOTE CO CIOBAPEM.

[Ipunoxenue Ne 5 MeTonnueckne peKOMEHAAIMH 10 BBITTOJIHEHUIO JIEKCUKO-
rpaMMaTHYECKUX 3aIaHUN.



MJIK 04.02 NuocTpanHblii si3bIK B chepe npodeccuoHATbHONM KOMMYHUKAIMHU JIJIA CJIYKObI OPOHMPOBAHUS U MPOJANK

HaumeHoBaHue pa3aeioB U TeM Coaepxxanue yueOHOro MaTepuasa, O0bé | Koasl
NPaKTHYeCKUe 3aHATHS, M B | KOMIIeTe
caMocTosiTe]IbHAs padoTa o0yyaommxcs. | yaca HIIUI,
X dopmup
OBAHMIO
KOTOPBIX
crocodcT
ByeT
3J1eMEeHT
nporpam
MbI
1 2 3 4
Pa3znen 4 OcHoBHOI pa3aen 36
Tema 4.1 IIpakTnueckoe 3ansaTue Ne 1 2 OK.01
MpesenTanus ycayr roCTHHUIBI 1.Buzibl IpeaoCcTaBIsgeMBbIX yCIIyT: OK.05
a)Types of accommodation at the hotel. 8&8;
b) Types of nutrition. OK.10
c¢) Room service, laundry, etc. IK 4.1
2.Jlekcudeckuii MaTepHal 1o TeMe.
3.I'pammaTnueckuii Mmatepuain: [Tpsmoit
TIOPSJIOK CJIOB B IPEJITIOKEHHH.
Tema 4.2 IIpakTuyeckoe 3ansitue Ne 2 4 OK.01
Crnoco0b1 OpOHUPOBAHHSI HOMEPOB B TOCTHHHILIE 1. Crioco6bIbl OpOHUPOBAHUS. OK.05
a)booking by telephone OK.07
b)direct booking OK.09
c)online booking OK.10
2.Jlexcnueckuii MaTepual 1o TeEMe. 1K 4.1
3.I'pammaTndecKnii MaTepuat: 1K 4.2




a) CTPYKTypa OOLIMX BOIPOCOB BO BCEX
BPEMEHHBIX (OpMax;

B) CTPYKTYypa CHEIHAIBHBIX BOIIPOCOB BO
BCEX IPaMMAaTHYECKHUX (POpMax;

C) CTPYKTypa aJIbTePHATUBHBIX BOIIPOCOB
BO BCEX IPaMMaTHUYECKUX (hopmax
d)cTpyKTypa pa3aenuTenbHbIX BOIPOCOB BO
BCEX IPaMMAaTHYCCKUX (Popmax.

Tema 4.3 IIpakTnyeckoe 3ansaTue Ne 3 OK.01
IlepconajibHBIN COCTAB CJIYKObI OPOHUPOBAHMS U MPOIAK, €ro (PYHKIUH U 1. IlepcoHanpHBIi  cOCTaB  CIYKOBI OK.05
OTBEeTCTBEHHOCTH 6pOHI/IpOBaHI/I$I 1 IpOoJaX U €ro (1)yHKIII/II/I OK.07
a)personnel staff of the booking service, OK.09
its functions and duties OK.10
b)interaction of the hotel departments IK 4.1
2. JIekcudecKuii MaTepHal Mo TEME. 11K 4.2
3.I'pammaTuueckuii Mmarepuai:
a)CTPYKTypa albTePHATUBHBIX BOIPOCOB
B) CTPYKTYpa CIIELIMATIBbHBIX BOIIPOCOB OK.01
OK.05
IIpakTnyeckoe 3ansaTue Ne 4 OK.07
Tema 4.4 1. Etiquette of telephone inquiries OK.09
ITHKET TeJae(OHHBIX TIeperoBopon a)organization and conducting of OK.10
Opranusanus 1 BeJleHUe NIePeroBopoB Npy OPOHUPOBAHMYU HOMEPOB B negotiations while booking K 4.1
rocruHune b)speech standards [IK 4.2
2. JlekcnuecKuii MaTepuaJl o teme
3.I'pammarnvecknii MaTepua:
IMTaccusnerii 3amor (The Passive Voice)
IIpakTHyeckoe 3ansaTue Ne 5 OK.01
Tema 4.5 OK.05

1.ITpaBuna nenoBOM NEPENNUCKU




IInceMeHHAas KOMMYHHKALHUSA B 1€JI0BOM 00LEHHH e examples of business letters OK.07
- OK.09
e an application form OK.10
e checking in and checking out K 4.1
documentation [1IK 4.2
2 . Jlekcuueckuii MaTepua 1o TeMe.
3.I'pammaTudeckuii MaTepuat:
a)CTPYKTypa CI0KHOIOJYMHEHHOTO
NPEIIOKEHHUS .
B) CTPYKTYpa CI0KHOCOYMHEHHOTO
MIPEIOKCHUS
IIpakTnyeckoe 3ansaTue Ne 6 OK.01
1. OcymiecTBiieHHE PACUETHBIX OTEpPAIIUid OK.05
Tewa 4.6 1. Forms of payment (in cash, b OK.07
PacueTHble onepannu B rocTHHUIIE ' pay 0y OK.09
cards) OK.10
2. International payment systems K 4.1
(SWIFT, Wesrern-Union, Contact, MK 4.2
Pay-PAl)
3. Money matter (foreign currency
exchange transactions)
4. Paying bills
5. Algorithm of using ATM
2. Jlekcuueckuii MaTepua mo TeMe.
3. 'pammaTrueckuii matepuan: CioxHoe
nonosHerune (Complex Object)
Tema 4.7 IpakTHyeckoe 3ansaTre Ne 7. OK.01
B3aumoneiicTBue ci1y:k0bl OpOHUPOBAHMS U MPOJAK € APYTUMHU CIYy:KOaMu 1.Cxema B3aUMO/ICHCTBHUS CITyXOBI OK.05
OK.07

IroCTUHHUI bI

OpOHMpOBaHUS W TMPOJAX C JPYTUMHU




CITy>)KOaMu OTeIs OK.09
a)Algorithm of the booking service gléiol
mter_communlcatlon of with other hotel K 4.2
Services
2.Jlexcuueckuii MaTepHa 1o Teme.
3. I'pammaTuueckuit marepuan ['epyHauii.
(Gerund)
Tema 4.8 IIpakTuyeckoe 3ansaTue Ne 8 OK.01
IloBeneHue nepconajia ¢ NOTPeOUTENAMU FTOCTHHUYHBIX YCJIYT. 2 OK.05
1.IlpaBuna noBenenusi. Hopmel aTHKeTA. OK .07
e Politeness, punctuality, carefulness OK.09
- — - OK.10
e Quick decision-making K 4.1
2.JIekcu4eckuil MaTepHal o TeMe. TIK 4.2
3. 'paMMaTHUecKuii MaTepua:
VY c0BHBIE IPUAATOYHBIE MPEIIOKEHHUS
nynesoro tuna. ZERO Conditionals
Tema 4.9 IIpakTnyeckoe 3ansaTue Ne 9 6 OK.01
Pa6ora ¢ :xano6amu u peuieHue npodJemM 1.Pa6ora c xanobamu OK.05
e dealing with complaints OK.07
- OK.09
e types of complains OK 10
e methods of solving problems K 4.1
e examples of apologizing letters
2.Jlekcudeckuii MaTepHal 1o TeMe.
3.I'pammaTndecKknii MaTepuat:
VY c10BHBIE IPUAATOYHBIE MPEJIOKEHNS
1,2,3 tumos. (Conditionals)
Bcero: 36




COJIEP)KAHUE IMPAKTUYECKUX 3AHSATHIA

Pa3znen 1

Tema 4.1 Ilpe3eHTanms yCJayr roCTUHHLBI

IIpakTuueckoe 3ansaTue 1 ( 2 yaca)

Llesb: COBEPIICHCTBOBATh YCTHYIO U MMCBbMEHHYIO pPE€Ub; pa3BUBATh HABBIKU
YTeHUS U nepeBojia; GOpMHUPOBATH CIIOCOOHOCTU CTYIEHTOB OOIIAThCS Ha
AHTJIMHACKOM S3bIKE (YCTHO M MHUCHbMEHHO) Ha MMOBCEAHEBHBIE U MPO(YECCUOHATbHBIE
TEMBI.

TpeOoBaHus K 3HAHUAM U YMEHUAM:

CTyaeHT JOJKEeH yMeThb: 0011aThes (YCTHO U MUChbMEHHO) Ha MHOCTPAHHOM SI3BIKE
Ha Ipo(eccCHOHaIbHbIE U IOBCEIHEBHBIE TEMBI,

NEPEBOIUTH (CO CIIOBAPEM ) HHOCTPAHHBIE TEKCTHI TPO(PECCHOHATILHON
HaITPaBJIEHHOCTH; CAMOCTOSITEIbHO COBEPIICHCTBOBATh YCTHYIO U TUCBMEHHYIO
peub, ONOJIHATH CJIOBAaPHBIN 3ariac.

CTyneHT I0JKEH 3HATh: SI3bIKOBBIN MaTepualn (yCIyrH, MpeoCTaBIsieMble
TOCTUHUYHBIM OU3HECOM, KPUTEPUHN U MOKAa3aTeIu KadecTBa OOCTY>KUBAHUS).
I'pammarnueckuii matepuan :(The Direct Word Order)

IlepeyeHb HEOOXOAUMBIX CPEACTB 00y4eHHUsI: YUEOHUK, CIIOBapb, KOMIIBIOTED,
pabouas TeTpaib.

Copep:xanue 3a1aHUI:

> JaiiTe ONMCaHNe aMEPUKAHCKOTO 3aBTpaKa, KOHTUHEHTAIBHOTO 3aBTpaKa

> naiite oTBeTHl HA KOHTPOJIBHBIE BOIIPOCHI

> naiite oOBsicHeHHe a0OpeBUAType MOHSATHH TOCTMHHYHOTO CEpBHCA

> COBMECTHUTE TEPMUHBI TOCTUHUYHOTO CEPBHUCA C UX PYCCKUMHU
IKBUBAJICHTAMH

> rpammarrueckue ynpaxuaenus The Direct Word order.

OcHOBHBIC TPEOOBaHUA K pe3yJbTaTaM padoThbI:
) MpaBWJILHOE MPOU3HOIICHHUE U OETIIOCTh PEYH;
b) nekcuko-rpamMmmarnyeckasi F[paMOTHOCTB;
C) MakcUMaJIbHAas HAIOJHIEMOCTh BHICKa3bIBAHUI HOBOW JICKCUKOM.

Task 1 Answer the questions:

= What hotel room types are available at a hotel?

> In a hotel, there are many different types of rooms to choose from. Examples
include a single room for a single guest, a double room for multiple guests,
and suite rooms such as penthouse suites that offer additional
accommodation for guests.

» What are the 4 different types of accommodation in the hotel
industry?

» There are four types of accommodation in the hotel industry: hotels, motels,
hostels, and inns. Hotels are the most common type of accommodation and
offer a wide range of services and amenities. Motels are typically located
near highways or on the outskirts of cities and offer basic amenities like a

9



bed and television. Hostels are popular among backpackers and students and
offer shared rooms and communal facilities. Inns are small, family-owned
businesses that offer a more personal experience than larger hotels.

» What types of rooms are there in 4 or 5-star hotels?
» There are many types of rooms in 4 or 5-star hotels. Some of the more
common room types are as follows: Single Room, Double Room, Twin
Room, Triple Room, Quadruple Room, and Suites.

Task 2 Explain the abbreviations ([laiite o00bsicHeHHEe aOOpeBUATYPE MOHSATHIA

TOCTUHHNYHOTI'O cepBHca).
OB -only bed

CBF-Continental Breakfast
ABF-American Breakfast
BBF-Buffet Breakfast

VVVVVVYVYVY

B&B Bed and Breakfast (only breakfast)
HB —Half Board (breakfast and dinner)
FB-Full Board (breakfast, lunch and dinner)

DNR 9.FB-/ExtFB-extended Full Board (includes local drinks)
HcALL/High Class All Inclusive (The price includes everything ,offered by

the hotel except goods from shops, telephone, doctor's,and hairdresser's
services and some sports,e.g.diving

Task 3 Match the meaning with their russian equivalents

1.What facilities do your rooms offer?
2.Smoking and non-smoking rooms
3.Room service.

4.Laundry service/valet service.

5.A self service laundry, launderette.
é.Same-day laundry.

'7.Dry cleaning. XumuucTka.
8.Shoe-polishing service.

Q.Shoe cleaning service.

10.Underground garaging.

A Ilpayeunast camoo0OCITyKMBaHUS
B.Homepa 115t KypsIux U HEKypsIIIux
C.mmpaveunas

D.Pecropannoe o0city>kMBaHHE HOMEPOB.

E.Okcnpecc-npaueynas
F.HUuctka 00yBH

G.Yucrtka o0yBu
H.ITonzemublii rapax

|.ITpokat mamuH.
J.CoOcTBeHHAast MapKOBKA OTEJIS
K.MenunuHckasi TOMOIITb.

L. AHMMalMOHHBIE POTPAMMBI J1J1s1 TOCTEH.
M.VYcnyru OyaunpHUKa /TIO0YAKH.

N.ITapxoBka HEMOCPEACTBEHHO PSAIOM C
OTEJIEM
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il.HoteI—owned car park.

iZ.Car park directly by the hotel.
i3.Car rental.

14.Limousine service.

iS.MedicaI help.

16.English-speaking staff
17.Well-organized entertainment.
18.Animated activities for guests.
19.Evening entertainment.

éO.Wake-up [early morning alarm calls.
21.Early morning teas.

22.Morning coffee/snacks.
23.Breakfast for early risers.

24 PaHHuii 3aBTpaK.

25..Remote control of lighting and signs
for “Make up room” and “Don’t disturb”
in the rooms.

26.central heating

27 .air- conditioning

28.Air- conditioning in public areas
29.Air and temperature control system.
30.climate control

31.public internet terminal.

O.¥YTpennuii kode/3akycka.

P.ITpokaT aBTOMOOUJISI ¢ BOJUTEIEM
Q.AHTIIO-TOBOPSIIMI TIEPCOHAT.

A.Xopo1o opraHu30BaHHbIE
pa3BIEeKaTEIbHBIE MEPOTIPUSATHUS
S.Beuepnue pa3BiekaTeabHbIC
MEPOTPHUITHS

T.YTpeHHnuii uai.

U./lucTtaniinoHHOE yIIpaBiIeHUE CBETOM U
curHasniamMmu «Yopatb Homep” u “He

0ecroKOUTh ’BO BCEX HOMEpPAxX

V., Kakue ycnyru npeaocrasiser Bar
OTeNb?

W.OTKpBITBII TEpMHUHAI JOCTYIIA B
UHTEPHET
X.Cucrembl KITUMaT-KOHTPOJIS

Y .KoHauumoHupoBaHue Bo3ayxa

Z.lleHTpaapHoe OTOIICHHE

11




Task 4 Explain the meanings of CBF, ABF, English breakfast

%5 /4:-:}':" = - S s A T

Usually, veal brisket, brisket and a lot of things that you don't like are put into
cutlets, so try not to eat cutlets in hotels, but choose only whole cuts of meat. |
repeat: it is better not to eat cutlets.

Let's figure it out. It takes 2 hours to cook 1 kg of "raw Turkish cutlets". Depending
on the number of guests, at least 20 kg of cutlets must be prepared. All ingredients
are kneaded in a large cauldron. To do this, the younger ones in the kitchen put
plastic bags on their feet and climb into this very cauldron. The consistency is
excellent, I don’t know the taste, because I haven’t tried it. But the guests like it.

4 Continental Breakfast (CBF)

Continental breakfast - the breakfast that our tourists love least of all - itis a
breakfast that leaves behind a feeling of lightness and flight - it consists of coffee /
tea, juice, buns, butter and jam.

Such breakfast very often you can come across in France.

& English breakfast

An English breakfast usually includes scrambled eggs, toast, butter, jam and coffee
(tea), juice.

12



& ABF American Breakfast

The American breakfast is more hearty than the continental CBF - you will be given
additional cuts, salads, and hot dishes.

Everyone's favorite, richest breakfast:
Pozcosa, B. FO. AHrnmiickuii S3bIK AJI1 TOCTUHUYHOTO OM3Heca. 3amaHus : yueOHoe mocobue
st By30B / B. FO. PoroBa. — MockBsa : U3garenbctBo FOpaiit, 2023. — 43 ¢c. —
(Boicmiee oopazoBanue). — ISBN 978-5-534-14564-9. — TekcT : 31€KTPOHHBIH //
O6pazoBarenbHas wiardopma KOpaiit [caldT]. —
URL.: https://urait.ru/bcode/520186 (mata obpamienus: 28.06.2022)

Mownsea, E. B. AHTTMIACKHN SI3BIK 111 M3y4daromux typusm (A2-Bl+) : yueGHoe mocoOue
Uil cpenHero npodeccuoHanbHoro obpaszosanmsi / E. B. Momnsra. — 6-e u3g.,
ucnp. u jgon. — Mocksa: MW3znarensctBo IOpaiit, 2023. — 267 c.—
(ITpodeccuonanvuoe obpazoBanue). — ISBN 978-5-534-11164-4. — Tekcr :
anekTpoHHBIH  //  OOpa3zoBatenbHas  minargopma  FOpaidtr  [caiit]. —
URL: https://urait.ru/bcode/517078 (nara obpaweHus: 28.06.2022).

Tema 4.2 Cniocodbl OpoHUpoBaHHsT HOMepoB B roctuHune Hotel booking
Methods.

IIpakTuyeckoe 3ansaTue Ne 2 (4 yac)

Leab: coBEpLUIEHCTBOBATh YCTHYIO U MUCBbMEHHYIO PE€Ub; pa3BUBAaTh HABBIKU
YTEHUS U MIEPEBOJIA;

dbopMHpOBaTH CITIOCOOHOCTH CTYACHTOB OOIIATHCS HA AHTJIUHCKOM $SI3bIKE (YCTHO U
MMCbMEHHO) Ha MOBCEIHEBHBIC U TPO(PECCHOHATLHBIE TEMBI.

TpeOoBaHuA K 3HAHUSAM U YMEHHUSIM:

CTyaeHT JOJKEH YMeTh: BECTU JUAJIOT B CUTYAIUsAX OPUIIUATIBHOTO OOIIEHUS;
co0JIt01aTh JIOTUKY U MOCIEI0BATEILHOCTD BBICKA3bIBAHU; IEMOHCTPUPOBATH
pEUeBOE B3aMMO/ICHCTBUS C TAPTHEPOM, IPUHUMATH 3asBKU HAa OPOHUPOBAHUE
HOMEPOB 10 Teie(hOHY, B PEKUME OHJIAMH U TIPU TUYHOM MTPUCYTCTBUU KIIMEHTOB.
CTyIeHT JOJDKEH 3HATh: HOBbIC JIEKCUYECKUE CAUHUIILI 110 TEME; €TMHUIIbI
pPEYEBOI0 ITUKETA, 0OCITYKUBAIOUIUX CUTyalluU OOIICHUS; TPaMMaTHYECKUMA
MUHUMYM, HEOOXOIUMBIN J1JIs1 OOIIIEHUS U TIEPENUCKU Ha aHTJIMICKOM SI3bIKE
(General questions,Special questions,Alternative questions),Tag question).
IlepeueHb HEOOXOAMMBIX CPeACTB 00y4YeHHs: YICOHHK, CIIOBAPb, KOMITBIOTED,
pabouast TeTpaib.

OcHOBHBIE TPeOOBaHUA K pe3yJbTaTaM PadoThbI:

1) nexcuko-rpaMmaTH4eCcKasi FPaMOTHOCTh BbICKA3bIBAHMIA;

2) MakcHMaJIbHasl HAIOJHIEMOCTh BbICKAa3bIBAHUI HOBOM JIGKCHUKOIA;

3) crtocoOHOCTh K KOMMYHUKATHBHOMY MAapTHEPCTBY

4)auTepaTypHbIi IEPEBOJT TEKCTA 0€3 HCKAKCHHS ITepeaul CMbICIIa HATMCAHHOTO
Coneprxkanue 3aJaHUIM:

1) KOHTPOJIBHBIE BOIIPOCHI
2) Turbl OpOHUPOBAHUS
3)npeumyiiecTBa U HEIOCTATKU MPSMOT0 OPOHUPOBAHHSI HOMEPOB
4) nuanoru ¢ KJIMEeHTaMu Ipu OPOHUPOBAHUU HOMEPOB
7) IEKCUKO-TPaMMATHUYECKUE YIIPAXKHCHUS
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Task 1. Online hotel reservations are popular methods for booking hotel rooms.

Travelers can book rooms on a computer by using online security to protect their

privacy and financial information and by using several online travel agents to

compare prices and facilities at different hotels.

What is the meaning of hotel reservation?

A reservation is a bilateral contract between a hotel and a guest, according to which

the hotel must provide the specified room type to the guest and the guest must agree

to pay all relevant charges. This is also known as contract of booking.

What is the benefits of online booking?

An online booking system works all the time. This gives freedom to potential

visitors to book a room any time they want.

It is also maximizes your sales because you are not limited to your working hours.

In fact studies show that 24/7 online reservation system greatly increases the

number of hotel booking.

Can you book hotel online?

For most travelers, booking a hotel room often come down to one important

variable: price.

Online travel agencies (called OTA is the industry) like EXPEDIA and

PRICELINE, have been the go-to-booking sites for the cheapest rates.

How to create a Hotel Booking WEBSITE?

1.Conduct market research. When it comes to hotel booking WEBSITES, we

mostly talk about the market of online travel agencies

2.5tep2 : Choose USP for your Hotel Booking WEBSITE

3.Step 3:Choose inventory sources

Step 4:Plan your hotel booking website development.

There are two core types of bookings:

Direct bookings and indirect bookings.

Within these different types of bookings there are also multiple variations including
instant booking (guaranteed booking) and pending bookings.

What are direct bookings?

Direct bookings can be defined as those bookings you have generated through your
own channels.

For example direct bookings are those that have been made through your website,
over your phone or walk-ins.

These bookings often come from your own marketing and sale tactics.

The benefits of direct bookings:

By taking direct bookings you build up less of a reliance on others

to send your bookings.

They often have lower fees ( paid directly to the booking system provider).

However no booking is free.

If you are getting direct bookings it will be as a result of
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1) Your money into advertizing your website or creating booklets or other
marketing campaigns

2) Your time you invest in meeting people, pushing your business on social media
or building up reviews and word of mouth.

The disadvantages of direct bookings.

It can be time-intensive to drive direct bookings, often requiring lots of sales and
marketing across different channels.

Depending on the channel used, it can be easy to waste a lot of money if you don't
have expertise in some channels such as PPC advertizing. But it is critical
that business can drive their own booking to avoid a reliance on other
platforms.

Different types of direct bookings:

Instant booking( guaranteed bookings)

Customer can select the date, number of attendees, and pay immediately

You re then set uo to deliver the experience without any admin.

Pending bookings ( nonguaranteed bookings): Until now,most online booking
systems cater for instance booking only. There is a system that allows you to
check bookings before you finally accept the booking ( at which point the
payment is taken automatically) This helps you to avoid overbooking by
being able to take your availability before you accept the booking.

Importantly it also locks in customer commitment, preauthorizing there card so that

when you accept, their booking is then confirmed. This is the best solution for

taking online bookings for those who still want the flexibility of no online booking
dopma xoHTpOJIs: yeTHBIH onpoc.Dialogue of the Hotel Reseptionist with the

Guest

Task 2. Learn Dialogues

1. Booking a room in a hotel
- Good afternoon. Queen’s Hotel.

- Hi. This is Joanna Stewart from Madrid calling. | would like to arrange
accommodation for our company’s visiting professors. And [ am going to learn a
bit about the facilities that your hotel offers.

- I see, Miss Stewart. Well, Queen’s Hotel is a 4-star hotel and we are located 10
minutes from the centre of London.

- Does this mean that the hotel is too crowded and noisy?

- Not quite because the guests’ rooms are on the quiet side of the building.

- That’s fine. And is there a restaurant in the hotel? Do you serve any food there?
- Sure. There is a small restaurant here which caters our residents. We also have a
bar and a snack-bar.

- | see. And do you have a swimming pool or a sauna?

- Yes, the sauna is rather popular with our guests. Unfortunately there isn’t a
swimming pool here.
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- Well, thank you for the information. Can | make a booking for 2 people then, for
the 10th of June, please?

- Ok. How long are they going to stay?

- I hope, for 3 nights. But they may stay a bit longer.

- Would you like a double or a twin room? With a bath or a shower cabin?

- A twin room with a bath and an air-conditioner will be fine. And how much is the
room? Is breakfast included?

- Our hotel offers half board or bed and breakfast. Which variant do you prefer?

- Bed and breakfast will do. And I hope there is a TV set, a fridge, a kettle and a
hair-drier in the room.

- Oh, it goes without saying. So the room number 355 is available on the third floor.
You can see the room on our web-site and in case you decide to change it, please,
let us know as soon as possible. So price of the room is 150 dollars per night. The
price is inclusive.

- OK. We’ll take it. Can we pay by a credit card?

- Certainly. May | have the names of the visiting persons, please?

- That’s Mr. Manuel Alonso and Mr. Antonio Solana.

- OK. Our check-in time is at 1 p.m. and our guests should come to the reception
desk to fill in the forms and get the keys. Thank you for choosing the Queen’s
Hotel. Good bye.

Dialogue 3. Talk with an Administrator

Administrator: Hello, how can | help you?

Guest: Hello. I would like to stay at your hotel.

A: Have you booked the room in advance?

G: No, but I hope you will find something for me.

A: Now I'll look. So ... We have several free rooms. There is a suite, there is a
single standard and a double economy.

G: And what is the cost of the rooms?

A: The suite costs $ 30 per night, the "Standard" room - $ 20 per night, and the
"Economy" for two - $ 15 per person.

G: 1 would like to have a single room. I do not want to live with a stranger. I'll
take the room for $ 30.

A: Good. We have a room with mountain view, and there is one with a view of
the park. Which one would you prefer?

G: I really like greenery. | have a beautiful view of the forest from my window at
home. And the mountains are not mine. I'm afraid of heights. Give me a room with
a view of the park.

A: All right.

G: What about food?

A: Breakfast is included in the room price. Standard continental breakfast.

G: And where can | have lunch and dinner here?

A: There is a small restaurant on the 1st floor of the hotel. There you can eat at
any time.

G: Great.
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A: If everything suits you, please fill in the application form and write down all
the data.
G: Here you are. Is it all right?
A: Yes, all is well. Here are the keys to your room. You will be taken to the room
and shown how to use the devices.
G: Is there a mini bar in the room?
A: Yes, there is. But you need to pay extra for everything there.
G: | see. And another question. | need to send a few emails today. Do you have
the opportunity to do this?
A: Our hotel has free Wi-Fi. Moreover, we have a business center where you can
not only send letters, but also print out everything that you need.
G: Great. Thanks for the info.
A: Have a nice rest.
Dialogue 4. “Arriving and checking in “(IIpuObITHE B OTEJIb U PETUCTPALIHS)
1.Receptionist: Good afternoon! Welcome to The VVolkhov Hotel!
What can | do for you?
Ho6poe yrpo! Jlo6po nmoxanoBaTk B rocTunuily “Boiaxos”
UYem 51 Mory Bam nomoun?
Guest:We would like to check-in. I and my daughter have a reservation room.
MpE1 GBI XOTEH 3aCEIUTHCS. Y HAC ¢ JOYEepPbi0 3a0pOHUPOBAH HOMED.
2. Receptionist:What are your names?
Kak Bac 30ByT?
Guest: Anna lvanona and Natalya Ivanova.
Anna MBanoBHa u Haranbs MiBaHOBHa.
3.Receptionist:Yes, Madam Ivanova. A double room was booked for you for two
nights. Is it right?
Ja, rocnoxxa MBanosa. [lyist Bac 3a0poHnpoBaH AByXMECTHBIN HOMEp Ha JBE
HOYH.,BEPHO?
Guest: Yes, everything is correct.
[a, Bce BepHO.
4.Receptionist:Will you fill in the registration form, please? Thank You. It is
necessary for us to look at your and your daughter's identification documents.
[ToxkanyiicTa, 3anoiHUTE peructpanuoHHyo ¢pomy. Cracubo. Takxe Ham
H€O6XOI[I/IMO YBUACTb JOKYMCHTBI, YIOCTOBCPATIOIINC Bamy JIMYHOCTH U JIYHOCTH
BalllEH JOYEPH.
Guest: Sure. Here you are.
Jla, KOHEYHO -TIOJAeT TOKYMEHTHI.
5.Receptionist: Thank you. Your room number is 234. Here is your key. Enjoy
staying in the hotel “Volkhov”’! Do you need help with your luggage?
Cnacu6o. Bam nomep 234. Bot Bam xirou. [IpustHoro npeOpiBanusi B TOCTUHUIIE
“Bonxos”!!! Bam HyxHa momMomib ¢ 6araxxom?
Guest: No thanks ,we have only one suitcase. We can handle ourselves.
Her, crracu60, y Hac TOJIBKO OJIMH YeMojiaH. MBI CITIpaBHMCSI CaMH.
1.Receptionist: Good afternoon! Welcome to The VVolkhov Hotel!
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What can | do for you?

Jlo6poe ytpo! JloOpo nmoxanoBath B TOCTUHUILY “‘BoixoB”

Yewm s mory Bam nomoun?
2. What are your names?

Kak Bac 30ByT?
3.Receptionist:Yes, Madam Ivanova. A double room was booked for you for two
nights. Is it right?
Ha, rocnoxa MBanosa. s Bac 3a0poHHpOBaH ABYXMECTHBIN HOMEP Ha JBE
HOYH.,BEPHO?
4.Receptionist:Will you fill in the registration form, please? Thank You. It is
necessary for us to look at your and your daughter’s identification documents.
[ToxkaiyiicTa, 3amoJIHATE perucTpannoHHyo ¢pomy. Cracubo. Takxe Ham
HEO0OXOMMO YBUETh JOKYMEHTHI, Y0CTOBEPSIONIHE Bary TMIHOCTh U JTYHOCTh
BalllCH OYEPH.
5.Receptionist: Thank you. Your room number is 234. Here is your key. Enjoy
staying in the hotel “Volkhov”! Do you need help with your luggage?
Cnacu6o0. Bam Homep 234. Bot Bam kitou. [TpusitHoro Beuepa.
Pocosa, B. 0. AHrnuiickuii S3bIK JJI1 TOCTUHHYHOTO OM3Heca. 3aanus : yueOHoe mocooune
muis By30B / B. FO. PoroBa. — MockBa : U3natensctBo FOpaiit, 2023. — 43 c. —
(Beicmiee oopazoBanue). — ISBN 978-5-534-14564-9. — Tekcr : 35eKTPOHHBIH //

O6pazoBarenbHas maatdopma FOpaiit [caiit]. —
URL: https://urait.ru/bcode/520186 (nara oopamenus: 28.06.2022)

Mowmnsiea, E. B. AHTIHACKHIA 3bIK 1)1 U3ydaromux Typusm (A2-Bl+) : yueOHoe mocoOue
Uil cpeHero mnpodeccuoHanbHoro obpaszosanmsi / E. B. Momnsra. — 6-e u3g.,
ucnp. u jgomn. — MockBa: MW3zmarensctBo IOpaiit, 2023. — 267 c.—
(ITpodeccnonanvnoe obpazoBanue). — ISBN 978-5-534-11164-4. — Tekct
anekTpoHHbsld  //  OOpa3zoBatenbHas  1iatdopma  FOpaiit  [caiiT]. —
URL.: https://urait.ru/bcode/517078 (nara obpawieHuns: 28.06.2022).

Tema 4.3 [lepcoHaIbHBIN COCTAB CIYK0bl OPOHMPOBAHUS U NPOJAK, €TI0
(p)yHKIMU ¥ OTBETCTBEHHOCTh

(ITepconanbHbIi coctaB roctunull U ero Gynkuuu (The personnel staff of a Hotel
booking Service and its Functions)

IIpakTuyeckoe 3ansiTe Ne 3 (2 yac.)

Heab: coBEpLIEHCTBOBATh YCTHYIO U MUCBbMEHHYIO PEYb; pa3BUBATh HABBIKU
YTeHHS U MepeBo/ia; GOPMHUPOBATH CIIOCOOHOCTH CTYIEHTOB OOIIAThCS Ha
aHTJIMHACKOM SI3bIKE (YCTHO M MHUCHbMEHHO) Ha MOBCEIHEBHBIE U MPOheCCHOHATbHbBIC
TEMBL.

TpeOGoBaHuA K 3HAHNSIM U YMEHUSIM:

CTyAeHT IOJDKEeH yMeTh: 001maThes (YCTHO M MMMCHMEHHO) Ha MHOCTPAHHOM SI3bIKE
Ha TIpo(eccroHaIbHBIC U MOBCETHEBHBIC TEMBI;TIEPEBOIUTH (CO CIIOBAPEM)
WHOCTpaHHbIE TEKCThI MPO(ECCUOHAIILHON HANIPABJIECHHOCTH; CAMOCTOSATEIIBHO
COBEPIIIECHCTBOBATh YCTHYIO U TUCHbMEHHYIO PeUb, TTOTIOJIHATEH CJIOBAPHBIN 3ariac.
CTyneHT JOJDKEH 3HaTh: S3bIKOBBIA MaTepuasl (3HaTh JOJKHOCTHBIE 00SI3aHHOCTH
Y OTBETCTBEHHOCTH MEPCOHATILHOTO COCTaBa CIIY»KObI OPOHUPOBAHUS U TIPOJIAXK)
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['pammatnueckuii Mmarepuain: CTpyKTypa aJbTEPHATUBHBIX U PA3AEIUTEIbHbIX
BOIIPOCOB BO BCEX BPEMEHHBIX (hopMax.
Ilepeyenb HEOOXOAUMBIX CPEACTB 00y4eHHUsI: YUEOHUK, CIIOBAapb, KOMIIBIOTED,
paboyas TeTpaib.
Conep:xanue 3a1aHMid:
1) KOHTpOJILHBIE BOIPOCHI MO TEME
2) 1oa00p PyCCKUX SKBUBAJIICHTOB aHTIIMICKAM TEPMUHAM
3) ompeneneHue BUAA ACHCTBYS rocTs Mo perummkam check in or check out
4) nekcuko - rpammarudeckue ynpaxsaeHus (CTpykTypa anbTepHATHBHBIX
U Ppa3/elIUTEIbHBIX BOIIPOCOB BO BCEX BPEMEHHBIX (hopmax
OcHOBHBIE TPEOOBAaHUA K pe3yJbTaTaM padoThbI:

a) MpaBWILHOE MPOU3HOIICHHUE U OETIIOCTh PEYH;

b) nekcuko-rpaMmaTHyYecKasi [paMOTHOCTb;

C) MakcHUMaJbHas HaIlOJIHIEMOCTh BBICKa3bIBAHUI HOBOW JICKCHUKOM.

d) nmTepaTypHBIH MepeBOa TeKCTa 03 HCKaKCHHS ITepeIadu CMBICTa
HAMCAHHOTO

Task 1.Test Questions:

1. What are the requirements to the booking service?

2. What are the functions of a receptionist, a concierge, a bellboy?
3. What are the duties of staff members??

4. How activities of booking service are planned?

5. Why is it necessary to follow the telephone call etiquette?

Task 2. Match the duties and personal requirements to the hotel staff with
their Russian equivalents

1.to arrange car hire a.IPUBETCTBOBATh FOCTEH

2.to welcome guests b.perucrpaiiys u BeICEICHUE

3.to verify their reservation C.IPOBEPATH 3a0POHNPOBAHHBIN HOMED

4.to check room availability,if | d.npoBepsTh, Kakue HOMepa CBOOOIHBI, €CIIH
they don't have one TOCTH He 3a0pOHHUPOBAIIM KOMHATY JI0 IpHe3/1a
5.to check in/out €.MPOBEPSITh JJAHHBIC KPEJIUTHOW KaPThI

6.to make a reservation for a f.3a0poHUpOBaTH FTOCTUHUYHBIA HOMED
room

7.booking confirmation g.1moATBEpKICHNE OPOHUPOBAHWISI

8.to get credit card information | h.orBeyars Ha TejaeOHHBIC 3BOHKH

9.to give a guest the pass card | i.oTaaTh rocTioO KIIIOY-KapTy OT HOMEpa
to 10.enter the room

11.to cater J.00CITyKHUBaTh
12.to take phone calls K.mocturate neneit
13.to make up a room |.yOupaTh kOMHATY
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14. to achieve targets

M.OOIUTENHLHBII

15.to be good with people

N.JJaanuTh C JIIOABMU

16.communicative

0.HaBBIKM KOMIIBIOTEPA

17.to compile daily business
figures

P.COCTaBIATH CKECAHCBHBIC OM3HEC-TIJIaHbI

18.computer skills

Q.MMETH JIEJI0 C 3aPOCAMH U JKAI00aMu

19.a creative person

I TBOpYCCKAs JINIYHOCTh

20.to deal with emergencies

S.UMCTb J€JI0 C LI]:’)63BI)I‘{a,I\/'IHLIMI/I CUTyalAMHN

21.to deal with queries and

t.npuHUMATh pelIeHus

complaints
20.to do sales promotion U.TIpOJIBHKECHHE TIPOJIAXK
efficient V.yMenbli, KBaTU(PUITMPOBAHHBIN

21.to enter statistics into a
database

W.yBCJIIMYHUBATH 3aCCIICHHOCTH HOMCPOB

22.to handle pressure

W.cnipaBisThCS ¢ JaBICHUEM

23 highly-skilled

O.BBICOKOKBAU(DUITUPOBAHHBIM

24.to implement routine
checks

Y.BBIIIOJHATE €KCAHECBHBIC IIPOBEPKU

25.to make decisions

Z,3aHOCHUTh CTaTUCTUYECKHUE CBEJICHUS B 0a3y
JTAHHBIX

26. to maximze room
occupancy

bponnpoBare HOMEpaA

27.to be motivated

@6BITI) MOTHBHUPOBAHHBIM

28.t0 organize schedules

%OpI‘aHI/I?)OBI)IBaTI) pacCIiuCaHus

29.people skills

$I/IM€TI> HaBBIKH pa6OTI>I C JIIOAbMMU

30.to prepare costs

&TIOTOBUTH CUETA

31.to produce routine business
figures

)IIPOU3BOIUTH XKETHEBHBIC OM3HEC PaCUEThI

32.to reserve rooms

+PYKOBOAUTH IIEPCOHATIOM

33.to solve problems

-pemaTth IpooIeMbl

34.to supervise staff

L.ocymiecTBasITh MPOKAT AaBTOMOOHIICH

35.to take new calls

M.mipyHUMAThH 3BOHKH

36.to be well-organized

Y .ObITh OpraHU30BaHHBIM

37.to be well-presented

R.ObITh npeicTaBUTETHLHBIM

38.to write proposals

B.nucate npennoxenus

Task 3. Is the receptionist talkin
out? Tick () the correct column.

g to a guest checking in or to a guest checking

receptionist checking in checking out

Here's your bill.

How would you like to
pay?

Enjoy your stay.
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Thank you for staying
with us.

We hope you enjoyed
your stay.

Let me know if you need
anything.

Would you like an alarm
call?

Will you be visiting us
again soon?

Can | see your passport,
please?

Breakfast is served from 8
am to 9 am.

You have to check out
before 12 noon.

Your room is on the third
floor.

We look forward to
seeing you next month.

13 6annos

Task 4 A hotel is a product and hotel management should be able to sell the
product — to talk about the hotel, rooms, facilities, etc., so that guests want to
stay in the hotel and use its facilities. What are the most important selling
points in hotels? Put the items below in order of importance.

a) Public areas (knowing about lounges, reading rooms, toilets);

b) Food and eating facilities (knowing about restaurants and bars, when they are
open and what they serve);

¢) Rooms (knowing individual rooms, their location, equipment and facilities);

d) People (knowing the people in charge of different departments of the hotel);

e) The hotel (knowing room rates, management, full postal address, transport
connections);

f) General facilities (knowing about laundry, car hire, hotel shops, sports facilities);
g) Rules (knowing rules about payment, check out times, last orders);

h) The competition (knowing what other hotels in the same area offer);

1) Location and environment (knowing about the resort where hotel is situated, its
facilities and areas of interest nearby).

Pozosa, B. O. AHIMUHACKUHN S3BIK IS TOCTUHUYHOTO OM3Heca. 3aaanus .
yuebHoe ocobue st By30B / B. FO. PoroBa. — Mocksa : MznatensctBo FOpaiir,
2023. — 43 ¢. — (Bwicmiee oopazoBanune). — ISBN 978-5-534-14564-9. — Tekct
: anekTpoHHbI // OOpa3oBaTenpHas miaardopma FOpaiit [caifT]. —

URL.: https://urait.ru/bcode/520186 (marta obpamierus: 28.06.2022)
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Mowmnsea, E. B. AHTTMACKHN S3BIK U1 M3ydaromux typusm (A2-Bl+) : yueGHoe mocoOue
Uil cpeHero npodeccuoHanbHoro obpaszoBanusi / E. B. Mommnusra. — 6-e wu3g.,
ucnp. u jgon. — MockBa: MW3zngarensctBo IOpaiit, 2023. — 267 c.—
(ITpodeccuonanvuoe obpazoBanue). — ISBN 978-5-534-11164-4. — Tekcr :
anekTpoHHBIH  //  OOpa3zoBatenbHas  minargopma  FOpaidr  [caiit]. —
URL.: https://urait.ru/bcode/517078 (mara obpaweHus: 28.06.2022).

Tema 4.4 Ituxer TesnedonnbIx neperosopos (Etiquette of phone calls)
IIpakTueckoe 3ansitue 4 (2 yac)

Leab: cCOBEpPIIEHCTBOBATh YCTHYIO PE€Yb; PA3BUBATh HABBIKU YTCHUS U MIEPEBOJIA;
dbopMHpOBaTH CIIOCOOHOCTH CTYACHTOB OOIIATHCS HA AHTJIUHCKOM $3bIKE (YCTHO U
IMCBMEHHO) Ha MOBCEIHEBHBIE U MTPO(PECCUOHATBHBIE TEMBI.
TpeOoBaHusA K 3HAHUAM U YMEHUAM:
CTyAeHT IOJKEH YMeTh: BECTU AUAJIOT B CUTYalUsIX OPUIUATBLHOTO OOLICHUS;
cOOJII01aTh JIOTUKY U MOCIEA0BATENbHOCTD BBICKA3bIBAHUM; JJEMOHCTPUPOBATh
CBOOO/IHOE BJIaJICHUE MPOPECCHOHATEHON TEPMUHOJIOTUEH O TEME.
CTyeHT I0JKEH 3HATh: HOBBIE JIGKCUUECKUE EUHULBI 10 TEME; STHUKET
Tenae(OHHBIX IEPETOBOPOB; FPAMMATUYECKUIA MUHUMYM, HEOOXOIUMBIN JIJIst
o6OreHus Ha anrauiickom si3eike: (The Passive Voice)
IlepeyeHb HEOOXOAUMBIX CPEACTB 00y4eHHUsI: YUEOHUK, CIIOBapb, KOMIIBIOTED,
pabouas TeTpaib.
Conep:xanue 3a1aHMi:
1) U3yuenue sTHKeTa T€AePOHHBIX IEPETOBOPOB.
2) CocraBiieHUEe MUHH-IHATIOTOB METOJOM UMUTAIUH IO 00pasiam
3) neKcuKo-TpaMMaTH4YecKue ynpaxneHus The Passive Voice
OcHOBHBIE TPEOOBaHUA K pe3yJbTaTaM padoThbI:

1. mpaBWJIbHOE IPOU3HOLIEHUE U OETJI0CTh PEUH;

2. JEKCUKO-TpaMMaTH4ecKasi TPaMOTHOCTb;

3. MakcHMaJIbHAsl HAOJHSAEMOCTh BBICKa3bIBAHUN HOBOM JIEKCHKOM

4. nuTepaTypHbIi MepeBOJ, TEeKCTa 0€3 UCKAKEHHUs TMepefadyd CMbIcia

HAIMCaHHOTO

IIpakTH4YecKkHe peKOMEeHAAIUH M0 BHINOJTHEHHIO:
Hcnonb3yiiTe nmonesnbie hpa3zeoornaeckue 000poThI.

Task 1. Learn the Rules of Etiquette of telephone calls

Answer a call within three rings.If your position entails always being available to
callers, you should actually be available. That means staying focused and answering
calls immediately. The last thing you want to do is keep a customer waiting after a
string of endless ringing or send them to voicemail when you should've been able
and ready to reply.

As long as you're alert and at your phone at all times — excluding breaks — this
rule should be fairly simple to follow. However, we recommend responding within
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three rings in order give yourself enough time to get in the zone and prepare for the
call. Picking up the phone right away might leave you flustered.

Immediately introduce yourself.

Upon picking up the phone, you should confirm with the person whom they have
called. In personal calls, it's sufficient to begin with a "Hello?" and let the caller
introduce themselves first. However, you want to allow the caller to know if they've
hit a wrong number, as well as whom they are speaking with.

Practice answer the phone with, "Hi, this is [Your first name] from [Your
company]. How can I help you?" Your customer will be met with warmth, which
will encourage a positive start to your call. And, if it ends up being an exasperated
college student trying to order pizza, they'll at least appreciate your friendliness.

Task 2 Study the Phone etiquette and write down professional terminology

Phone etiquette is essential to maintaining customer satisfaction and
representing your brand professionally. Here's what small business owners
should know about managing the phone lines.
. Customer service over the phone matters greatly in customer satisfaction and
your brand’s professionalism.
. Customer service requires etiquette that is often unspoken but always
expected by your customers.
« Outsourcing management of your phone lines to a call center could free up
internal resources and boost the quality of your customer service.

A reality of running a small business is being on the phone constantly. Whether
you’re talking to clients or business partners, correct etiquette is the key to leaving
a positive impression on everyone you interact with and letting them know you’re a
professional.

“If you are the owner of a small business, make sure that everyone who talks to
customers on the phone or answers the business line is trained,” said Gail
Goodman, president of phone service training company PhoneTeacher.

Training, however, is never-ending. Business owners and the management team
must ensure employees consistently apply company phone policies and best
practices.

“Your challenge may be that you can’t really identify what it is that people should
do,” Goodman said. “But when you hear something that’s wrong, you know it.”

What is phone etiquette, and why is it important?

Proper phone etiquette is your use of greetings, word choice, tone of voice, active
listening, greetings and general manners on the phone. A potential client’s first
impression of you is often over the phone, and how you communicate with them
might decide whether you gain or lose them as a customer.

The benefits of maintaining great phone etiquette as you provide customer service
include the following:
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Making great, long-lasting first impressions: Callers judge your business
by how you interact with them, handle their requests, or answer their
questions. Good communication is key to establishing and maintaining a
positive relationship with your customers.

Compensating for the lack of nonverbal cues: It can be difficult to
communicate with customers over the phone, since neither party can pick up
on body language and other nonverbal cues. Setting phone etiquette standards
and training your team to adhere to them can make up for this gap.
Developing a great reputation: The top-notch customer service to which
excellent phone etiquette often leads can build your business a great
reputation. That’s because 72% of your customers tell at least six people
about their best customer service experiences — and that could include your
business. Over time, this could lead to your company forming a reputation
for great customer service.

Retaining customers: Bad phone etiquette leads to poor customer service,
and bad customer service leads to customer churn. And you really don’t want
a rotating cast of customers: It’s five to 25 times more expensive to acquire
customers than retain them, according to Harvard Business Review.
Identifying new customer needs: A customer service team with great phone
etiquette can expand beyond solving immediate problems and identify other
customer needs. A conversation about a tech issue could turn into a customer
saying, “I wish your company offered this product or service too.” And then
you can implement it, but you might never have identified it if your team
lacked phone etiquette.

Whenever you’re on the phone with customers, it’s important to use your words,
tone and professionalism to convey what you are trying to get across. Continuously
practice the right etiquette and ensure your staff is also adhering to it. Consistency
is key.

Task 3. Imitate the Examples of phone etiquette in a dialogues of your own.
There are many examples of phone etiquette, but these are a few common ones:

Immediately introducing yourself and your business: This is a
professional alternative to simply saying “hello.” Introducing yourself and
your business will assert your credibility and tell the caller with whom they
are speaking.

Speaking clearly and calmly: It’s important for your customers to
understand you and not feel rushed. By speaking clearly and calmly, you also
tell them they have your undivided attention.

Listening and taking notes: Rather than rushing a caller, proper etiquette
involves listening to their concerns or requests while jotting down any
necessary information. That way, you can better help them solve without
becoming overwhelmed by the conversation.
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« Remaining cheerful: Your tone will impact your customers’ feelings while
speaking to you. For example, if you speak in monotone or give the
impression that you’re bored, your customers won’t feel heard and might
even shut down. If you are friendly and upbeat, they’ll feel inclined to reflect
that same attitude back to you.

Tip: Check out our choices for the best call center services to find the right call
center for your business’s needs.

Great phone etiquette makes a great business

Creating one-of-a-kind products or providing reliable services is just the start of
running a well-trusted, successful business. How you interact with your customers,

including on the phone, is also part of the equation. Strong phone etiquette is key,
whether you outsource your customer phone line to a call center or keep it in-house.
And with this guide, that etiquette will be easier to maintain during each and every

customer
Pocosa, B. FO. AHTIUICKUI S3bIK 1J11 TOCTHHUYHOTO OM3HEca. 3a/iaHus : yueOHOe mocooue
st By30B / B. FO. PoroBa. — Mocksa : M3parensctBo HOpaiit, 2023. — 43 ¢. —
(Bricmiee oopazoBanue). — ISBN 978-5-534-14564-9. — TekcT : 37€KTpOHHBIH //
OO6pazoBarenbHas miatdopma FOpaiir [caiiT]. —
URL.: https://urait.ru/bcode/520186 (naTta ooparmienus: 28.06.2022)

Mowmnsiea, E. B. AHrnmiickuii s3bIK JUis u3ydaromux typusm (A2-Bl+): ydeOGHOe mocoOue st
cpennero npodeccnonansHoro obpasosanus / E. B. Momusra. — 6-¢ u3a., uchp. u JI0m. —
Mocksa : M3marensctBo FOpaiit, 2023. — 267 ¢. — (IlpodeccuonansHoe oOpa3oBaHue). —
ISBN 978-5-534-11164-4. — Texkcr : snexTpoHHbIl // OOpa3oBarensHas miatdopma FOpaiit
[caitr]. — URL.: https://urait.ru/bcode/517078 (mara obpaiieHus: 28.06.2022).

Tema 4.5 IlucbMeHHast KOMMYHUKaKs B Aej10BoM oomennu (\Written
communication in business)

IIpakTuyeckas padora S (6 yac)

esb: cOBEpIICHCTBOBATH MHUCHbMEHHYIO pEUb; pa3BUBATh HABBIKU MHUChMA U
nepeBoa;

dhopMUpOBaTh CIIOCOOHOCTH CTYJIEHTOB OOIIATHCS HA aHTJIMUCKOM sI3bIKE (YCTHO U
MUChbMEHHO) Ha TTOBCETHEBHBIC U MPO(DECCUOHATBHBIC TEMBI.

TpeOoBaHuA K 3HAHUSM U YMCHUSM:

CTyneHT JOJDKEH YMeTh: UCATh JISJOBbIE MTUChbMa B CUTYAIUAX O(UIIMATIBHOTO
oO111eHus1; COOJIIOAAaTh JIOTUKY U MOCIIEI0BATEIbHOCTh BhICKA3bIBAHUIA;
JIEMOHCTPHUPOBATh PEYEBOE B3aUMOJICUCTBUE C TTAPTHEPOM, PUHUMATH U 3AIIOJIHATh
3asiBKU Ha OpOHUPOBAHHUE HOMEPOB.

CTyIeHT JOJKEH 3HaTh: HOBbIC JIEKCUYECKUE CIUHUIIBI 110 TEME; €TMHUIIbI
PEYEBOI0 ITUKETA, CTPYKTYPY JAEIOBBIX MHCEM, TPAMMATUYECKUI MUHUMYM,
HEOOXOMMMBIN IS OOIIEHHs Ha aHTIINICKOM si3bike: (CTpyKTypa
CJIO’KHOCOYMHEHHBIX NpemiokeHnid. CTpyKTypa CI0KHOMOTYMHEHHBIX
MIPEITIOKEHHUI ).
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IlepeuyeHb HEOOXOAMMBIX CPeACTB 00y4YeHHs: YICOHHK, CIIOBAph, KOMITBIOTED,
pabouas TeTpanib.

Conep:xanue 3a1aHMii:

1) KOHTPOJIbHBIE BOMPOCHI 110 TEME;

3) uzydyeHue oOpa3ioB JEIOBbIX MHCEM;

4) cocTaBiieHME MTUCbMEHHOI'O OTBETa Ha MUChMO-3aIPocC

OcHOBHBIE TPeOOBaHUA K pe3yJbTaTaM PadoThbI:

-JINTEPATYPHBII IEPEBO TEKCTA 0€3 UCKAKEHUS MTepejadi CMbICIa HAITMCAHHOTO:
-JICKCUKO-TpaMMAaTH4eCKasi TPaMOTHOCTb;

-MaKCHUMaJbHAasl HAMOJHIEMOCTh BBICKA3bIBAHUI HOBOU JICKCUKOM;

-00bEM MrchMa — He Oosiee 0HOM cTpaHuIlbl hopmarta A4

-COOTBETCTBUE  COJIEPXKAHUSI ~ NUCbMa  YCTAaHOBJEHHBIM  MEXIYHapOJAHBIM
CTaHJapTaM HamNuCaHUs JEJIOBOM JOKYMEHTAI[uU, CTPYKType U PEKOMEHAAIUsIM
HAIMCaHUs JIEJIOBBIX MHUCEM (pe3toMe, COMPOBOIUTENHLHOE MUCHMO)

COOTBETCTBHE COJIEP>KaHUS MUCEM TPEOYeMOMY O0BEMY.

COOJTI0/IEHNE CTHIIMCTUYECKIX OCOOCHHOCTEH.

Task 1 .Study the active vocabulary and useful expressions for writing a

Curriculum vitae (CV:

personal details
date of birth,place of birth
nationality
objective
to obtain a full time position
to offer experience in a high standard of customer care
education
qualification
employment history
to present date
additional information
references
available on request
Task 2.Read the CV and translate it. Pay attention to the structure of the

letter.

Curriculum Vitae

Carla Hennessy

Personal details

131 Nelson Court, London W16, UK.
Telephone: +44 (0) 20 7946 0002
Email: clhennessy@mhp.uk

Date of birth: 13/3/1982

Place of birth: Hammersmith, London.
Nationality: British
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Objective

To obtain a full-time position as waiter on a cruise liner that offers
experience in a high standard of customer care.

Education and qualifications

1998: GNVQ Leisure and Tourism Diploma, Acton Tertiary College,
London.

1996: 4 GCSEs — English, French, math and biology, Acton Comprehensive
School.

Employment history

1999 to present date: cocktail waiter, Magpie Hotel, Ealing, London.

1998: aerobics instructor, Acton Vale Youth Club, London.

1996 to 1998: shoe shop assistant (Saturdays only), Beta Shoes, Ealing,
London.

Additional information

Active member of an amateur theatre group. Excellent computing skills.

References

Available on request.
Task 3.Highlight the active vocabulary and useful expressions in the letter.

Task 4.Study the following writing tips of writing a CV.

Use wide margins and leave lots of white space.

Use a clear, easy-to-read typeface. Don’t use italics or a small type size. Be
consistent with the typefaces you use.

Make the section headings clear and leave a clear space between sections.

Separate each part of your work experience and education clearly.

Don’t assume the reader will known what some abbreviations and acronyms
mean. If in doubt, use the full name.

Don’t exaggerate your talents but don’t underestimate them either.
Remember to sell yourself by using positive adjectives.

Watch out for grammar and spelling mistakes. Do a spell and grammar check
on your computer when you finish your CV and ask someone else to check it for
you.

Task 5.Study the following structure of composing a CV.

Heading

Begin your CV with Personal details including your name, address,
telephone, email address and date of birth. Some people also include their place of
birth, nationality and identity number. Your CV can also include an objective,
describing the type of work you are hoping to do.

Body

The middle section of your CV gives details of your work experience and
education. List your training, qualifications and work experience in reverse
chronological order.

It’s difficult to known what to write early in your career. If you don’t have a
lot of work experience, concentrate on your relevant free-time activities or unpaid
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experience.

Conclusion

End with other relevant information and your references. For example your
special skills, free-time activities, any experience in voluntary organizations or
participation in sports. Offer references, although it is optional to give names and
addresses. People often write References available on request.

Task 6.Imagine that you are going to apply to a particular kind of job. Use the
given recommendations, the structure of a CV , the information below and
compose your own CV .

Cruise ship vacancies

Royal Mediterranean International are looking for staff to work on our
newest and largest ship afloat due to be launched in July. Interested?? Well, so are
we!

Positions available:

Gift shop sales assistants, waiter, youth staff, casino cashier, assistant purser,
shore excursion manager, disc jockey, bartender, fitness staff. We are looking for
highly motivated, energetic, outgoing, friendly and professional employees with a
positive attitude. We need people committed to customer service excellence. Send
us your CV today!

Task 7 .Study the guidelines for writing a formal letter.

Avoid expressing a date numerically as it can lead to confusion (03/04/02 is 3
April in the UK and 4 March in the USA).

The opening salutation is Dear + title and name of the person. Use Mr for a
man (never Mister). Mrs for a woman and Ms (which does not reveal marital status)
if the woman has already used this title when writing to you.

When you don't know the name of the person write Dear Sir/Madam.

If you begin the letter with the name of the person end Yours sincerely. If
you begin Dear Sir/ Madam end with Yours faithfully.

Pp is used when the letter is signed by someone different from the person
who wrote the letter. The letter below was typed for Emily While and signed by
Patricia Hughes in the absence of Emily White.

Enc. means that a document is enclosed with the letter.

Task 8.Read the letter and translate it. Highlight the active vocabulary and
useful expressions in the letter.

The letter of complaint

Arthur Grundy

41, Sefton Road

Manchester

M19 8 RU

15th April, 2002

Dear Sir/ Madam

I am writing to complain about the terrible organization of a holiday recently
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booked with  Med Tours.

My wife and | had chosen to stay in Bugibba, Malta from 19-26 June (ref:
BMT 532) in order to celebrate our wedding anniversary together in peaceful and
relaxing surroundings.

Our troubles began at the airport where our outward flight was delayed for
over four hours. The check-in staff was unhelpful and there was no representative
from Med Tours present to help deal with the situation. We finally took off at 3.15
pm and eventually arrived at the hotel in the evening, tired and frustrated with
having wasted the first day of the holiday.

The hotel was reasonably comfortable but the food lacked variety and the
service was poor. Although advertised as 'a stone's throw from the beach’, the hotel
IS in fact situated on the other side of a busy main road and is at least 20 minutes'
walk away. The shops in the resort were crowded and expensive and there were a
lot of noisy road works in the town.

Last but not least, the return flight was scheduled for 9.10 am which meant
having to leave the resort at dawn to get to the airport on time. As a result, the stay
is certainly not seven days as advertised and certainly cannot be described as ‘a
haven of peace and tranquility’ 1 am therefore looking for compensation for the
inconvenience and distress of a ruined holiday.

Yours faithfully,

Arthur Grundy
Task 9. Study the active vocabulary and useful expressions.

I’m writing in reply to your advertisement in the ( name of newspaper).

| would like to apply for the position of ( job title).

| have experience in (types of duties and responsibilities).

I’'m a (positive adjectives to describe you) person.

| am available for interview (days and times).

| look forward to hearing from you.

Task 10.Read the covering letter and translate it. Pay attention to the structure
of the letter.

Charles Piper

41, Sefton Road

Manchester

M19 8RU

chazpiper@hotmail.com

15TH April, 2002
Dear Sir/Madam

| am writing in reply to your advertisement in the Manchester Evening Times
on Wednesday 12 April. | would like to apply for the position of assistant Purser
with Royal Mediterranean International.

| am an outgoing and motivated person and | also have strong
communication and organizational skills. 1 have not worked on board a cruise ship
before but | have experience as a hotel receptionist and | have the GNVQ Diploma
in Leisure and Tourism.
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Please find enclosed a copy of my CV. | am available for interview at any
time. | look forward to hearing from you.
Yours faithfully,

Charles Piper
Task 11 . Study the following structure of writing a covering letter:
Say where you saw the advertisement
Say what job you are interested in
Emphasize what makes you the right person for the job
Say when you can attend an interview
Write a concluding sentence
Task 12. Study the following writing tips:

In a personal letter you can put your name, address, telephone number and
email on the right-hand or left-hand side of the letter.

There are different ways of writing dates: 15 April 2002, or 15/4/2002 but in
US English the month comes first, e.g. 4/15/2002

If you don’t know the name of the person you are writing to, start with Dear
Sir/Madam.

Write in short paragraphs so that the letter is well organized and easy to read.

When you don’t know the name of the person you are writing to, close with
Yours faithfully, followed by a comma.

Remember to write your full name clearly after your signature.
Task 13.Imagine that you are going to apply to a particular kind of job. Use the

given recommendations and the structure of a covering letter. Compose your own
covering letter.
Task 14. Study the active vocabulary and useful expressions given below.

The letter of complaint.

I'm writing to complain about terrible organization
| am looking for compensation

Our trouble began...

I want to complain about...

A number of things went wrong. To start with....
What’s more....

Another complaint I have is....

Another problem we had was.....

I believe I ‘m entitled

flight was delayed

staff were unhelpful

there was no representative
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food lack variety
service was poor
uncomfortable
dissatisfied
disappointed
noisy road works
ruined holiday
busy roads, streets
Task 15. Study the structure of the letter.
address — oOpaTHBII agpec OTIPaBUTEIS
date — maTta moArOTOBKM MHCHMAa
addressee — aapec mosydaTes
reference (Ref) — cchuika
salutation — npuBeTCTBHE
regarding (Re)/ subject — rema
problem — cyts npoGieMsI
closing — 3akimounTENbHAS YaCTh
ending — koHel[ mUChMa
signature — moamuchH
pOSItion — TOJKHOCTH OTIPABUTEIS
enclosue (Enc) — npuiioxeHus
Task 16.Answering to the letter - request
Useful expressions:
Thank you for your letter/ fax of (date)...
In reply to your letter/ fax of (date)...
We specialize in catering for...
Please find enclosed...
If you need any further help or information please do not hesitate to contact
us.
| look forward to hearing from you.
requesting information
touring holiday
to enclose a brochure
a wide selection of tours
a coach tour
a self-drive tour
to look in particular at...
round trip
deluxe air-conditioned tours
major sites
holiday of your choice
travel consultant
to be delighted to help you
to answer any queries
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look forward to welcoming you...
to be available to connect with...
guarantee

surcharge

to be sure of real value for money

Task 17. Answering to the letter - request
Useful expressions:

Thank you for your letter/ fax of (date)...

In reply to your letter/ fax of (date)...

We specialize in catering for...

Please find enclosed...

If you need any further help or information please do not hesitate to contact
us.

| look forward to hearing from you.

requesting information

touring holiday

to enclose a brochure

a wide selection of tours

a coach tour

a self-drive tour

to look in particular at...

round trip

deluxe air-conditioned tours

major sites

holiday of your choice

travel consultant

to be delighted to help you

to answer any queries

look forward to welcoming you...

to be available to connect with...

guarantee

surcharge

to be sure of real value for money

OOpa3zer; 0TBEeTa Ha MUCHMO-3aIPOC.

Atlantic House, Hazelwick Avenue, Haywards Heath, West Sussex HH10 1
NP

Mrs. McSweeney

44 Cedar Avenue

London

N3 1SR

6 November 199

Dear Mrs. McSweeney,
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| am delighted to enclose a Skyways Holiday Golf brochure for next season.

This brochure offers the widest selection of golf holidays available today.
Choose between a holiday near to home in Portugal, Spain or Madeira, or fly
further afield to exotic destinations such as the Caribbean, the USA, Kenya or ever
Thailand.

Free Skyways UK Flights to Heathrow or Gatwick are available to connect
with many holidays, and you will find a host of bonus offers at selected hotels
throughout the brochure. Will guarantee no surcharges, you can be sure of real
value for money. | do hope that this new brochure will help you find the holiday of
your choose. Our specialist Golf Reservations Team on 01293 487725 will be
delighted to help you with your booking, or alternatively visit local ABTA Travel
Agent or Skyways Travel Shop. If you have any specific questions, please call our
Golf Advance Helpline on 01293 890572.

We look forward to welcoming you on a Skyways Holiday soon.

Yours sincerely,

Awvril Sinclair

Golf manager

PS Our Golf Reservation Team on 01293 487725 will be happy to check
availability on any holiday for you.

Task 18 FAX

Useful expressions:

e With reference to your phone call today...

e |/We are writing to confirm me changes to your booking.

e The tour is for five days, deporting from on ...

e What is needed for conference facilities in hotels?We hope you enjoy your
tour with...

¢ \We are pleased to confirm the changes to your booking.

e | have included all the necessary tour details.

e |f any of this information is incorrect, please contact us immediately.

e [f you have any additional questions...

¢ Thank you for choosing out travel agency.

1 Give a contact phone number it is not on the letterhead.

2 Salutation -include the title (Mrs, Miss, Ms, Dr, and so on) and copy the
name exactly as that person writes it, If you don't know the name or whether the
person is a man or woman, put Dear Sir or Madam.

3 Reference line — this describes the main purpose of the fax or letter.

4 1f you are responding to a letter, fax or email, refer to its subject and date in
the first paragraph or sentence.

5 State the main reason for the fax in the first sentence. Remember that the
recipient may have to read a lot of business correspondence.

6 The paragraphs of business letters and faxes can be short, usually between
three and eight lines long. This helps the recipient to read and remember the
important facts.
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7 Yours sincerely is the most frequently-used closing expression. Only the
first letter is capitalised.
8 Write your signature and type your name below the closing expression.
Whenever possible, include your job title below your name.
Structure of the fax message:
Heading
addressee (t0) — aagpec noayyarens
fax number — Homep dakca momygaTens
address (from) — oOpaTHBIii anpec OTIIpaBUTEIS
fax number — Homep dakca orrpaBuTEIISA
date
number of pages

ook wnE

Content
. salutation (Dear Mr. Brown) ;
« subject (confirmation the changes to the booking);

Name of tour

Number of people

Number of days

Accommodation

Excursions

Payment details

Method

Card number

Expiry dare

Conclusion

= closing ;

= ending ;

= signature;

= position ;

Read the fax and translate it.

To Mr. Louis Fuller

Fax mo. (940) 284 3423

From Miss Silvia Roth, Reservations Department, Wilton Hotel

Fax no. (090) 784 1005

Phone no. (090) 784 1003

Dare November 26, 2009

Number of pages 1of1

Dear Mr. Fuller,

Confirmation of reservation

In reply to your fax of today’s date, we are pleated to confirm your
reservation. 1 have included the information you will need to make your check-in as
simple as possible.
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Your confirmation number: BFO15H

Arrival date: January 10, 2010

Departure date: January 12. 2010

Room type: Double

Rate: $ 80.00

Your room will be ready for occupancy after 12 noon.

It any of this informal is incorrect, please contact us immediately. If you have
any additional questions, or need to make changes to this information, please fax us
or call our phone number at the of this fax. Thank you for choosing our hotel and |
hope you enjoy your stay.

Yours sincerely,
Silvia Ruth
Pocosa, B. FO. AHrnuiicKuii S3bIK AJI1 TOCTHHHYHOTO OM3Heca. 3aanus : yueOHOe mocooune
st By30B / B. FO. PoroBa. — Mocksa : M3parensctBo HOpaiit, 2023. — 43 ¢. —
(Bricmiee oopazoBanme). — ISBN 978-5-534-14564-9. — TekcT : 3M€KTPOHHBIH //
O6pazoBarenbHas maatdopma FOpaiir [caiiT]. —
URL: https://urait.ru/bcode/520186 (nara oopamenus: 28.06.2022)

Mowmnsiea, E. B. AHTIHACKHIA S3bIK 1)1 U3ydaromux Typusm (A2-Bl+) : yueOHoe mocoOue
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Tema 4.6 Pacuernnlie onepauun B roctunuie ( Hotel Money Matter)
IIpakTuyeckoe 3ansaaTue Ne 6 (8 yac.)
Iesb: u3y4nth MpodheCCHOHATBLHYI0 TEPMUHOJIOTHIO TI0 TEME; Pa3BHBATh HABBIKH

YTEHUS U IePeBo1a; GOPMHUPOBATH CIIOCOOHOCTH CTYJEHTOB OOIIAThCS HA
aQHTJIMMCKOM sI3bIKe (YCTHO M ITMCbMEHHO) Ha TIOBCEAHEBHBIC U MPO(ECCUOHAIBHBIC
TEMBL.

TpeOoBaHusA K 3HAHUSAM U YMECHUSM:
CTyneHT JOJDKEeH YMeThb: 0011aThes (YCTHO U MUChbMEHHO) Ha MHOCTPAHHOM SI3BIKE
Ha Mpo¢eCCUOHANIbHBIC U TOBCEIHEBHBIE TEMBI; TIEPEBOUTH (CO CIOBAPEM)
WHOCTpaHHbIE TEKCThI MPO(ECCUOHAILHON HANIPABJIECHHOCTH; CAMOCTOSATEIIBHO
COBEPIIEHCTBOBATh YCTHYIO U MUCbMEHHYIO PE€Ub, IOMOJIHAThH CIIOBAapPHBIN 3arac.
CTyleHT IOJDKEH 3HATH: S3bIKOBBIN MaTepral (pacyeTHbIC OTIEpaIliH, CIIOCOObI
OTJIaThl B TOCTUHHUIIE)
I'pammartnueckuii marepuan: (The Complex Object) ,.
IlepeuyeHb HEOOXOAMMBIX CPeACTB 00y4YeHHs: YICOHUK, CIIOBApb, KOMITBIOTED,
pabouast TeTpaib.
Conep:xanue 3a1aHMi:

® KOHTPOJIbHBIE BOIIPOCHI
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® OIMCAHUE 5 OCHOBHBIX XAPAKTEPUCTHUK ABTOMATHU3UPOBAHOM IIATEKHON
CUCTEMBI B OTEJIE
cioBapHas paboTa C KIIOYEBBIMU MOHATUSMU OCYIIECTBICHUS TUIaTeXKeN
SWOT analysis of hotel payment systems based on the given information;
JOTIOJTHEHUE periIukK auaiora “Ormiata caetos” (Paying Bills).
JeKcuko-rpammarrueckue ynpaxaenus The Complex Object.
OcHOBHBIE TPeOOBaHUA K pe3yJbTaTaM PadoThbI:

® [PaBUWIHHOE MPOU3HOIIECHUE U OETJIOCTh PEUH;

® JIUTEpaTypHBIN NEPEeBOJ TEKCTA 0€3 UCKAKEHUS TIepeaul CMbICIa

HAaIMKMCAaHHOTO:JIEKCUKO-TPaMMAaTHI€ECKasi TPaMOTHOCT;
e MaKCHMaJlbHasl HAMOJHAEMOCTh BBICKA3bIBAHUI HOBOM JIEKCUKOIA;
® CIOCOOHOCTh K KOMMYHUKATUBHOMY ITAPTHEPCTBY

Task 1 Test questions:

1. What is money?

2. What system was used in primitive societies?

3. In what way are goods in barter economy traded?
4. What objects did people use to serve as money?
5. How many functions does money perform?

6. What is the first function of money?

7. What is a medium of exchange?

8. What is the second function of money?

9. What is called currency?

10. What is the third function of money?

11. Why money is a store of value?

12. In what forms can people keep their wealth?

13. Why do we need money?

14. What determines the state of the economy?

15. What does the quantity of money affect?

16. What types of money do you know?

17. What new means of payment are introduces in the modern world?
18. What rules the world?

Task 2 Read and learn definitions of methods of payment

Cash payment

Some guests prefer to pay room charge by cash. Guests living for shorter periods of time
have such tendency. They don't expect to extend their in-house credit by shopping or
having food in a hotel.

If a guest wishes for cash payment, then in times of registration, the front desk agent
should acquire full room rate, taxes and some anticipated usage amount ( such as room
service, in room phone etc) to avoid fraud. If any guest don't wish to pay anticipated
amount in times of registration, then he will be charged and have to pay every time he
purchase and use any service from hotel.
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Payment by card
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Different Methods of Guest Payments...

It is the most common method of
payment. Some of the well-known
brands are American Express,
Diner’s Club, Visa, Master Card, JCB
etc. The agent obtains the card in
times of registration and has an
imprint.

P o) 2:08/4:40 - Credit Card Payment Method B £ Youlube

The agent obtains the card in times of registration and has an imprint. In all the
hotel there is a computer system
Task 3 Describe 5 essential features of an automated hotel payment system based
on the information given below. The possible features of a hotel payment system
are endless. They range from security options to types of payment methods, pre-
authorizations, multi-currency settlements, compliance, payment splitting and so
much more.

While an automated system is key to avoid human error, it also helps provide a
better first impression at your hotel because your front desk staff can focus on
providing the best possible guest experience upon arrival instead of having to deal
with the sensitive topic of money as soon as the guest arrives.

& Security

No feature of a hotel payment processing tool is more important than security. This
is why you should look for special security features like those offered by Mews
Payments.

Mews takes security seriously, allowing you to process electronic transactions with
the highest security standards thanks to end-to-end encryption, which stores and
processes guest data safely.
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Since no raw data is stored in the Mews system, and with 3D secure authentication,
the potential for fraud is reduced.

Security features like these allow peace of mind not only for your guests but also
for your staff who don’t have to worry about handling payments upfront.

With pre-authorization, there is no longer the awkward moment of when a guest’s
card is denied. Pre-screenings can ensure that the guest has the funds available to
pay for their hotel stay before they even arrive at your hotel.

In a sector like the hospitality industry where sensitive data is handled on a daily
basis, it’s important to make sure your guests and your hotel are protected from
potential situations that would compromise your brand’s reputation and your
guests’ identity, and this is why security features are paramount.

& Diversity of payments

In a global economy, another key feature to look for is being able to offer diversity
of payments.

This means being able to offer multi-currency settlements, or the right payment
method in the right currency based on the guest’s chosen channel.

This type of customization is fundamental to be able to offer the most personalized
guest experience from the time they check in until the time they check out.

The future of payments is going in the direction of online payments that simplify
the purchase process, offering Uber-like charges where once payment information
is collected, you are automatically charged when you book a ride.

This “tap-and-go” experience creates added value to you and your customer. For
your customers it’s easier and quicker, and for you as a hotelier, ease of payments
makes the possibility of upselling all the more likely.

It’s important to understand these trends and changes in the way people are
handling and diversifying payments so that your hotel can be up-to-speed with the
most modern technology and current trends to make this possible

Accept PayPal, Apple Pay and Google Pay

With the future of the hospitality industry going more and more mobile, it’s
important to have a system in place to support popular mobile and cloud-based
payments.

Google Pay, Apple Pay and PayPal. Google Pay and Apple Pay are smartphone-
generated purchase methods, which make checking out in apps and websites easier
while also streamlining in-person charges by simply holding up your smartphone to
the charge terminal.

Customers can also unlock different cards saved to their different Google accounts,
opening up more possibilities for your business. This is why it’s important to have
your payment system integrated to accept these popular ways of paying, so as to

unlock as many popular functionalities as possible that will stimulate the purchase.
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Task 3: Jlonmonuute periuku auajiora “Omiata cueros” (Paying Bills).
IIpakTHYecKHe PEKOMEHIAIMHU 10 BHINOJTHEHUIO:

a) for you, Mr Devangelo. Here it is ,

Fxc.1  1.Guest: Excuse me, I'm

2 Guest: Have you included the | b) | the minibar and my dry cleaning?
drinks from...

3  Receptionist:  Yes, sir.|c) Mastercard, and American Express
Everything...

4 Guest: And is.. d) How would you like to pay?

5 Receptionist: Yes, both service | e) Could I have the bill please?,

and VAT are included. How ...

6 Guest: Do you accept... f) Here’s my card

7 Receptionist: Yes, we accept| Q) Thank you. Here’s your receipt.
Visa, ...

8 Guest: | have Visa. h) IS itemized.

9 Guest: | have Visa. ) credit cards?

-CoBmectute permuku 1-9 ¢ a—imnsa nocrpoenus auanora.(Match phrases 1-9 with

a—i to complete the sentences in the dialogue);
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Different Methods of Guest Payments...

» ‘D 3:29 / 4:40 - Credit Card Payment Method B £ Youlube

Tema 4.7 B3aumopeiicrBue ciy:k0bl OPOHHOBAHUSL M NPOAAXK C JAPYTMMH
CJIy:K0aMM rOCTHHHIIbI

IIpakTuyeckoe 3ansaTue 7 (4 4ac)

Ieab: coBepIIEHCTBOBATH YCTHYIO PEUb; Pa3BUBATh HABBIKM YTCHUS U MIEPEBO/IA;
(bopMHpPOBATH CITOCOOHOCTH CTYACHTOB OOIIATHCS HA AaHTIIUHCKOM SI3BIKE (YCTHO H
MMMCEMEHHO) Ha TIOBCETHEBHBIC U TTPO(ECCHOHAIILHBIC TEMBI.

TpeOoBaHuA K 3HAHUSAM U YMEHHUSIM:

CTyAeHT IOJDKEH yMeTh: 00111aThest (YCTHO U MUChbMEHHO) HA MHOCTPAHHOM SI3bIKE
Ha Ipo(eccroHaIbHbIE U MOBCETHEBHBIEC TEMBI; TIEPEBOIUTH (CO CIIOBAPEM)
WHOCTPaHHBIE TEKCTHI MPO(ECCUOHATFHOM HAMPABIEHHOCTH; CAMOCTOSATEIHHO
COBEPIIIEHCTBOBATh YCTHYIO M MUCHMEHHYIO PeUb, MOTOJIHATH CIOBAPHBIN 3arac.
CTyleHT I0OJDKEH 3HATH. S3bIKOBBIM MaTepran (IpaBuiia MOBEACHUS MepcoHaia
TOCTHHHMIIBI)

I'pammaTrueckuii Matepuain: (The Gerund)

IlepeyeHb HEOOXOAUMBIX CPEICTB 00y4YeHHsI: YICOHUK, CIOBAPb, KOMITBIOTED,
pabouas TeTpanib.

Conep:xanue 3a1aHMi:

1) u3ydyeHue NpUHIIMIIOB B3aUMOICUCTBUS CITYKO OTEIs.
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2) CocTaBiieHHe CXeMbI B3aUMOICHCTBHUS CiTyk0 roctuHuiel: «Scheme of the

Interaction of Hotel Services»

HpaKanecmle PEKOMCHIAIUA 110 BBINIOJTHCHUIO:

1.C60p u ananu3 uHpopManuu 1o teme «B3zanmoenicTBre ciy>k0b1 OpOHHOBAHMUS

H IIpOoJaxK C APYIUMH CJIy}K6aMI/I T'OCTUHHNLBD»

2.CocTtaBiieHHE CXEeMbl B3aUMOJICHCTBUS.

OcHOBHBIE TPEOOBAHUA K Pe3yJbTaTaM TBOPYECKON NUCHMEHHOH padoThbI:

> TBOp‘-IeCKI/Ie IINCBMCHHBIC pa60TBI OLCHUBAIOTCA 110 ITATH KPUTCPUAM:

> Copepxanue (coOmonerrne oobeMa padoThl, COOTBETCTBUE TEME, OTPAKECHBI JIH
BCE YyKa3aHHbIE B 3aJaHUM AaCHEKThl, CTUJIEBOE O(OpMIIEHHE pedu
COOTBCTCTBYCT THIIY 3aJlaHHsA, aAPryMCHTAIMA Ha COOTBCTCTBYIOIICM YPOBHC,
coOJII0ICHUE HOPM BEKJIUBOCTH).

> OpI‘aHI/IBaHI/IH pa6OTI>I (JIOFI/I‘{HOCTB BBICKA3bIBAHHW:A, HCIIOJIB30BAHUC CPCIACTB
JIOTMUECKOM CBSI3U Ha COOTBCTCTBYIOICM YPOBHC, CO6J’IIOI[CHI/I€ (bopMaTa
BBICKA3bIBaHUA N JCJIICHUEC TCKCTA Ha a6sau51);

> Jlekcuka (CHOBapHBIﬁ 3al1aCc COOTBCTCTBYCT MMOCTaBJIICHHOMU 3agaduy€ Hu
TpeOOBAHMIM JTAHHOTO T'0J1a 00YUYEHUS S3bIKY);

» [I'pammatruka (MCIOJIb30BaHUE Pa3HOOOPA3HBIX I'PAMMATHYECKUX KOHCTPYKIUI
B COOTBETCTBUU C TMOCTaBJIECHHOM 3amaueid U TpeOOBaHMSAM JaHHOTO ToOja
O0Oy4eHHS SI3bIKY);

» Opdorpadpus u mnyHKTyauuss (OTCYTCTBHE OpQorpauyeckux OILIUOOK,
CO6J'IIOI[€HI/Ie INIaBHBIX TIIpaBWJI IIYHKTyallWH: IPCAJIOKCHUS HAYMHAIOTCA C
3arJIaBHOU 6YKBBI, B KOHIIC NPECAJIOKCHUA CTOUT TOYKA, BOHpOCI/ITeJ'IBHHﬁ NI
BOCKHI/ILIaTeJIBHBIﬁ 3HAK, a TaK¥XKC CO6JIIOI[CHI/I€ OCHOBHBIX ITPaBHJI PAaCCTAHOBKH
3aMsThIX).

HpaKanecxne PE€KOMEHAAIINH 110 BBINMOJIHCHHIO.

1. Read and translate the TEXT «FRONT OFFICE»

Front desk is a very important department in the hotel making direct contact
with the

guests.

The main function of this department is Reservation, Guest Service, Check in
Check,

Checkout, Telephone, Finance &Cashiering, Foreign Exchange, Room Assignment,

Inquiry.

The Front office is also called the nerve centre of a hotel. It can be defined as a

front of the housing department located around the foyer and the lobby area of

hospitality property. As this department is located around the foyer area of the hotel

and is visible to the guests, patrons and visitors, they are collectively called “Front
Office”.
A hotel back office is a room or space in a hotel that is set up to deal with
some of the
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higher-level financial work and other issues facing this type of business. This
section of the hotel also usually houses the offices of higher level personnel. Larger
hotels or franchises in a chain may have more elements set up in the back office
than smaller independently run hotels, which sometimes might not have a back

office at all.

Significance of The Front Office Department in a Hotel

The front office department of the hotel has a special responsibility when it comes
to creating the ideal guest experience. It is often seen as the hotel’s face. Performing
smooth check-ins, handling queries in a prompt and helpful manner, and responding
speedily to resolve any problems will all go a long way to making a guest’s
experience more enjoyable and positive.

As you can see, your front office department plays a key role in creating a good
impression. Hotel trends might change but a hotel’s front office must always
maintain smooth and friendly interactions with customers.

2. Main Responsibilities of a Front Office Employee

The front office department in hotels has many duties on a daily basis. But it is
essential to understand the main responsibilities of the employees to understand
how the department functions. Below are three key duties of a front-office
employee.

3.Planning Guest Experience

The clerks at the front desk play a very important role in presenting the hotel in its
best light. They have continuous contact with the hotel’s guests throughout the
working day. A clerk’s duties involve checking guests in and out, handling room
payments and payments for services or food and other items.

It’s important that all these processes are handled smoothly. A front office clerk’s
duties extend to other aspects of the guest experience: recommending local
attractions, helping guests plan trips and activities, and making guests aware of the
hotel’s services and any activities offered on-site.

4.Accommodating Guest Requests

Guests may make various requests during their stay, which will be handled by the
front desk. They may need additional linen or toiletries or may wish to find out how
to operate systems such as heating, air conditioning, or entertainment systems.
Guests may also need to report issues with their rooms, such as items that don’t
work properly or soiled items.

Front office staff may be able to take care of some of these themselves. In most
cases, the front office will need to interact with other departments. For example,
they might need to get in touch with housekeeping or speak to maintenance, then
follow up.
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5.Secretarial Duties

Front office department staff will also perform a range of secretarial and clerical
duties. These include preparing spreadsheets, drafting letters, memos and other
correspondence, and preparing presentations. They may also perform tasks such as
making travel arrangements for senior team members or managing their calendars.

Front desk personnel are often tasked with photocopying documents, filing,
handling correspondence via email or fax, and ordering stationery and other office
supplies. For smaller hotels, front office staff may also handle some of the smaller
accounting tasks, particularly those that relate to the department’s finances and
expenses.

6. Functional Management Roles of the Front Office Department in a Hotel

The front office department in a hotel has eight main management roles. Sometimes
these are handled by the general front office staff rather than dedicated personnel,
especially in smaller hotels.

#a)Front Office Manager

A front office manager’s role is to oversee the front desk staff. They are also tasked
with ensuring a quality experience for every guest. Front office managers will
prepare schedules to ensure full staffing at the front desk at all times. They may be
involved in the hiring and training of new staff.

#Db) Guest Service Manager

In some hotels, particularly larger establishments, there may be a separate guest
service manager to oversee the front office staff. This position may involve
scheduling, staff training and development, managing the departmental budget, and
maintaining good working relationships with the hotel’s other departments.

#c)Reservation Manager

The reservation manager’s job is to handle reservation services, maximising
efficiency in the front office department in the hotel. As well as dealing with
cancellations and changes, the reservations manager will be tasked with ensuring
that front desk staff are prepared to answer guests’ questions. They may also
coordinate with the sales and housekeeping departments.

4 d)Reception Manager

The reception manager will be the first point of contact for guests arriving at the
hotel. It’s their job to make guests welcome and ensure their comfort and
satisfaction during their stay. Reception managers ensure that reception areas
operate smoothly and efficiently. They may also oversee a reception team.

&¢c)Revenue Manager

The revenue manager is tasked with ensuring that guests are charged at the
appropriate room rate. They will also be responsible for periodically reviewing
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room rates and service charges, comparing them to other hotels in the area within a
similar price bracket, and ensuring that rates remain competitive.

& f)Night Audit Manager

In the evenings, the night audit manager is tasked with supervising auditing
processes. These are in place to make sure that all of the day’s financial transactions
are properly accounted for and fully reconciled. They will make sure that all cash
taken that day is counted and will check for any discrepancies.

4g) Concierge

The concierge is responsible for running the front desk. A concierge will coordinate
with various hotel departments to ensure that guests’ needs are attended to. The
concierge may also be involved with staffing the front desk, ensuring that there’s
always someone on hand to assist guests.

4 h) Housekeeping Manager

The housekeeping manager oversees the housekeeping staff. They are responsible
for cleaning and sanitising rooms so that everything is ready for the next guest.
They will also perform housekeeping tasks in the public areas in and around the
hotel: cleaning bathrooms, vacuuming carpeted areas, etc.

7.What Is Required of a Front Office Employee?

Hotel management will be looking for several key qualities in their front desk
employees. A friendly, hospitable demeanour is one of the more obvious traits.
Perhaps more important are abilities like multitasking, remaining calm under
pressure, and the ability to cope with long hours without flagging. Front desk
employees also need a wealth of tact and consideration, as they may be called upon
to handle delicate situations with diplomacy.

Conflict resolution is a vital skill, as is the ability to balance the needs of the guest
with the best interests of the hotel. Tact and diplomacy involve striving to
understand people, to empathise with their needs and feelings. It’s not enough to
simply be a people-pleaser, which can result in over-promising. Staff working in the
front office department of a hotel must always be able to approach guests with
courtesy, professionalism and integrity.

8. Tips to Run Your Front Office Department Smoothly

There are certain strategies you can employ to make sure your guests are getting the
full experience of your hotel. The front office is an essential part of their stay,
therefore you can ensure the department is providing all information possible. Here
are our tips for exceeding your guests’ expectations.

42a) Bring Local Knowledge to Your Guests

When guests come to a hotel, they are usually in an unfamiliar area. While guide
books and tourist information can be helpful, they’re no substitute for genuine local
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knowledge. Every team member working in the front office department should be
equipped with sufficient local knowledge to assist guests with questions about the
local area.

They should be able to recommend restaurants, the best shopping, how to find local
attractions and events, and what leisure activities are available. Creating a unique
tourist guide for your guests is a good way to pass along suggestions. Hotels can
also offer coupons and discounts, and offer to handle bookings for their guests.

#Db) Make Sure You Train Your Staff Continuously

Staff training and development should be an ongoing process. Staff will need to be
prepared for a range of eventualities, and regular training will give them the tools
they need. Ongoing training and support create empowered staff members who
have the know-how and confidence to respond in a professional and effective
manner to all events and challenges.

You will need a defined plan to train your staff on both their core skills and
additional capabilities, such as communication skills and time management. The
front desk should have an operations manual to hand that details roles and best
practices.

€9. Know Your Guests & Plan For Their Wishes

Getting to know your guests allows you to create excellent guest experiences. As
well as noting the preferences of current guests, you should make an effort to track
the preferences of repeat customers. It’s useful to know if they have a specific room
they prefer or small details such as wanting an extra blanket or a pillow.

It can also be helpful to learn small facts about the guests themselves, such as their
profession and names of family or pets. A hotel PMS (property management
system) allows you to store detailed information on each guest and offer a welcome
with a personal touch.

Importance of the Front Office Department Software Technology

Hotel technology is increasingly sophisticated nowadays and offers a range of
advantages. Advanced technology is now indispensable for managing modern hotel.
Software systems can streamline all kinds of functions, from handling incoming
reservations to guest communication and tackling multiple distribution channels.

Without adequate software support, the operation of a hotel is unwieldy and errors
are likely to occur. Front office technology allows you to automate many of the
common tasks associated with processing a booking. A housekeeping app, digital
concierge or other platforms also allows you to read messages from staff and guests
in a single location.

Hotel Management Software Solutions

Software solutions for hotels are absolutely vital in the modern hotel industry.
Many hotels today make use of a range of software solutions to facilitate tasks such
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as handling bookings, review management, revenue management and tracking
housekeeping. From PMS software to reputation management, there are
technological solutions available for almost all of the challenges that a hotel
business may face.

As hotel trends move towards the wider adoption of technology, it’s more important
than ever to be aware of the tools that exist to facilitate hotel operations. In “5 Hotel
Management Software Solutions Every Hotel Needs”, you’ll learn about some of
the most important categories of hotel software.

Hotel Career Tips For Your Future

Whether you’re just starting out in an entry-level position or looking to develop
your existing hotel career, you’ll need some inside information. Working in the
hotel industry offers many varied and rewarding possibilities for those who are
willing to work hard and develop their skills.

The industry is a competitive one and the right knowledge can help a great deal. In
“10 Valuable Tips to Manage Your Hotel Career”, you’ll learn vital tips and tricks
to get ahead in the industry. You’ll find out about the training you’ll need and the
approaches that can help you succeed.

The Booking Extranet

Booking.com is one of the biggest and most widely used online travel agencies
globally. Its management platform, the Booking Extranet, lets people in hotel
management roles oversee reservations and manage other aspects of their listing on
the Booking.com site. Making proper use of the Booking Extranet can really help
boost reservations and increase your hotel’s revenue.

In “Booking Extranet: 10 Strategies to Increase Your Revenue on Booking.com”,
you’ll discover key methods and strategies for creating and managing a listing that
will get your hotel noticed, as well as how you can use the system to make your job
easier.

The hotel’s front office department is crucial to providing the ideal guest
experience, as well as handling important data like guest information and
room statuses. Proper organisation, staffing and training are vital for its
smooth operation, as is implementing the right hotel technology.

A hotel back office is a room or space in a hotel that is set up to deal with some
of the higher-level financial work and other issues facing this type of business.
This section of the hotel also usually houses the offices of higher-level
management personnel. Larger hotels or franchises in a chain may have more
elements set up in the back office than smaller independently run hotels, which
sometimes might not have a back office at all.

One of the most important functions of a hotel back office is a setup to deal with
long-term financial information. Software companies commonly sell back office
software for hotels that will help provide annual accounting reports or organize
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long-term financial details. This is in contrast to the front office, or front desk, of a
hotel, where lower-level workers generally keep cash received from guests, and
maintain current information on nightly or weekly financials, as well as credit card
data for recent guests.

Often, larger hotels have a sophisticated database for guest information and
archiving data. This is often housed in the hotel back office or considered part of a
back office operation. This kind of information is important to be able to confirm
past stays by a particular guest, and also to help in generating complex reports on
rates of rooms filled, along with all practical expenses for the hotel, on an annual or
long-term bases. A total long-term budget for a hotel would generally be generated
in the back office.

Another comparison between the front desk or front office of a hotel and its back
office is based on the ways that hotel workers are generally arranged. Usually, front
desk associates handle current guest issues, and interact directly with guests. Guests
managers may also work from behind the front desk. By contrast, a general
manager for a hotel will usually work out of the hotel back office, and would rarely
interact with the clientele. Special sales managers or others who do not commonly
deal with current guests will also usually work out of the back office area or some
other separate office, along with bookkeepers, and managers of the maintenance or
housekeeping staff.

A different way to understand a back office for a hotel is through evaluating
franchise hotels that are part of a larger chain. In these hotels, much of what gets
reported to the corporate headquarters will be housed in the back office. Where the
front desk or front office is devoted to customer service; a back office may have a
totally different style based on how the chain of hotels is run from th

Task 2 CocraBiienue cxeMbl B3aUMOIEHCTBUS CIIy:k0 roctunuilpl: «Scheme of the
Interaction of Hotel Servicesy
based on the information from the text.

Tema 4.8 IloBenenune nepcoHasia ¢ NOTPeOUTENIMU TOCTUHUYHBIX YCIYT
(Hotel Service Personal Staff Behavior with the guests)

IpakTuyeckoe 3ansitue 8 (2 4ac)

Ileab: cOBepIICHCTBOBATh MUCHMEHHYIO U YCTHYIO pEUb; Pa3BUBATh HABBIKA
YTCHUS U TIEPEBOJIA;

dhopMUpOBaATH CIIOCOOHOCTH CTYJIEHTOB OOIIATHCS HA aHTJIMUCKOM sI3bIKE (YCTHO U
MMMCBMEHHO) Ha TIOBCETHEBHBIC U TTPO(ECCHOHAIILHBIE TEMBI.

TpeGoBaHusT K 3HAHUAM M YMEHHSIM:

CTymeHT TOJDKEH YMeTh: 0011aThesl (YCTHO U MMMCBMEHHO) Ha MHOCTPAHHOM SI3BIKE
Ha TIpo(ecCHOHaTbHBIC U MIOBCETHEBHBIC TEMBI; TIEPEBOIUTH (CO CIIOBAPEM)
WHOCTPAHHBIE TEKCThI MPO(ECCUOHATBHOM HAMPABIEHHOCTH; CAMOCTOSATEIHLHO
COBEPIIIEHCTBOBATh YCTHYIO M MUCHbMEHHYIO PEeUb, MTOTIOJHATH CIOBAPHBIN 3arac.
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CTyIeHT JIOJDKEH 3HATh: SI3BIKOBBIN MaTepuai (TpaBuiia MOBEISCHUS TIepCOHAlIa
TOCTHHHUIIBI)

I'pammaTuueckuii Matepuain: (ZERO Conditionals)

IlepeyeHnb HEOOXOTUMBIX CPEACTB 00yUeHHUsI: YICOHUK, CIIOBAPh, KOMITBIOTED,
paboyas TeTpaib.

Conep:xanue 3a1aHMii:

1) u3ydeHune npaBwil TIOBEICHUS TIEpCOHATIA.

2) pazpabotka u opopmienne mamsatku Ha Temy: «Hotel Service Personal Staff
Behavior with the guests»

IIpakTHyeckne peKOMEHAAIMH 110 BHINOJIHCHHUIO:

1.C60p u ananu3 uHpopmanuu 1o teme « [loBenenne nepconana ¢ mnoTpeOUTENIIMU
TOCTUHUYHBIX YCITYT»

2.CocraBiieHHE TaMATKHU.

3.1ToAroTOBKA MHAMBUAYAIBHOIO TEKCTA MAMSITKU HA aHTJIUMCKOM SI3BIKE.
OcHoBHbBIE TPEOOBAHUS K pe3yJibTaTaM TBOPYECKOM MUCbMEHHOM padoThI:

o TBopueckue nucbMeHHbIE PAOOTH OIIEHUBAIOTCSA IO MSATH KPUTEPHUSIM:

o Copepxanue (coOmoneHne oobema paboThl, COOTBETCTBUE TEME, OTPAKEHBI
JU BCE YyKa3aHHbIE B 3aJlaHUM aCIEKThl, CTUJIEBOE O(OpMIIECHUE peuu
COOTBETCTBYET THUITY 3aJaHus, apTyMEHTAIUsl HA COOTBETCTBYIOILIEM YPOBHE,
COOJTI0/IEHUE HOPM BEKIIUBOCTH).

o Opranuzanus paboThl (JIOTHYHOCTh BBICKA3bIBAaHUS, UCIIOJIb30BAHUE CPE/ICTB
JIOTUYECKOM CBSI3M Ha COOTBETCTBYIOIIEM YpOBHE, coOntofeHue (opmata
BBICKA3bIBaHUS U JICJICHUE TEKCTAa HAa a03allbl);

o Jlekcuka (ciOBapHBIM 3amac COOTBETCTBYET IIOCTABJICHHOW 3ajaue U
TpeOOBAHMIM JAHHOIO rojia 00y4YeHUS SA3bIKY);

o I'pammaruka (ucronbp30BaHUE Pa3HOO0pa3HbIX rpaMMaTHYECKUX
KOHCTPYKIIMH B COOTBETCTBUHU C IOCTABJICHHOM 3ajadyeil U TpeOOBaHUSIM
JAHHOTO Tof[a O0yYEHHUS SI3bIKY);

o Opdorpadus u nyskryamuss (orcyrcTBUe opdorpapuyeckux ONIMOOK,
coOJIIOICHUE TJIABHBIX MpPaBWJI MyHKTyallUH: MPEIJIOKEHUS HAYMHAIOTCS C
3arjlaBHOM OYKBBI, B KOHII€ MPEIJIONKEHUS CTOUT TOUKA, BOMPOCUTEIbHBIN
WM BOCKJIMIIATENLHBIN 3HAK, a Takke COOJII0JICHHE OCHOBHBIX IPABHII
PAcCCTaHOBKH 3aIsIThIX).

IIpakTHyecKkne peKOMEeHAAIUH 10 BHINOJHECHUIO:

Task 1 Explore 8 hotel guest communication tips every hotelier should know:
¢ 1. Be proactive.

Being proactive means knowing what your guest wants out of their stay, and then
taking it to the next level by exceeding their expectations. Anticipate guests’ needs
by finding out why they’re staying with you. Maybe they’re traveling with children
or maybe they’re in town for a bachelorette party. This gives you the opportunity to
pre-stock their room with amenities and perks — like kid’s toys and treats or
champagne, in the case of a special occasion — to make their stay more memorable.
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For example, business travelers or event attendees might need help arranging
transportation, finding a nearby restaurant for a business meeting, or locating a cafe
or coffee shop for remote working. With a pre-stay email and survey, you can find
out specific needs or requests and be ready to accommodate them when the guest
arrives.

Task 2. Study 10 phone etiquette tips for businesses

& 1. Be consistent.

Have everyone answer the business line consistently. If it’s an inbound call, all the
customer wants to know is that they got the right number. Your “hello” should be
brief. Train staff to use a professional greeting that mentions the company and then
their own names. “How can I help you?” is assumed, so don’t waste precious time
adding those five words. “Hello. Mary’s Mittens. This is Becky” is sufficient.

¢2. Never interrupt.

Don’t interrupt a complaining customer. It can be hard not to do this, but train your
team to listen to the whole problem, no matter how long it takes. Even if call center
employees will eventually hand off the call to another member of your staff,
listening to the whole story is important so the customer feels taken care of.
Editor’s note: Looking for the right call center service for your business? Fill
out the below questionnaire to have our vendor partners contact you about
your needs.

€ 3. Get to know the hold button.

Does everyone at your company know how to use your business phone system?
The hold button is your friend. Never put the phone to your chest to muffle the
mouthpiece so you can speak among yourselves. Clients may hear things you don’t
want them to hear.

®4. Get to know the transfer button.

You need to know how to transfer someone to another team member. Say to the
client, “The best person to handle this is Jane, so I’'m going to transfer you.” If it’s
going to take time for you to locate Jane or explain the problem to her, tell the
client it’ll be a while. For instance, say, “It will take me about three or four minutes
to get Jane up to speed, so can I please put you on hold?”

Most people will say yes. Then Jane must answer the phone with some knowledge
of the problem, not starting from square one.

#5. Keep customers informed.

It’s important to train your team on this. They have to give the client a list of what
they’re going to do, then a longer time frame than necessary. Why? Because when
you fix the problem in less time than you stated, they know you went to bat for
them. You’ll have a loyal customer at that point. Take longer than you said, and
they’ll be steaming mad.
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For example, say, “Mrs. Smith, here’s what I’m going to do. After we hang up, I’ll
immediately call the supplier. It may take me a day or more until | reach the right
person. Then | will tell them | need another widget for you in Emerald Green. The
shipment of that to our store may take another week. | will call you at that point,
and you can come pick it up or decide to have me ship it. In the meantime, I’'m
sending you a return label to send back the damaged item. | hope to get a new one
for you within two and a half weeks. I’ll call you when it’s here.”

€6. Smile when you talk to customers.

Did you know you can hear a smile? Research shows that smiling while speaking
on the phone makes a detectable difference in your tone of voice, so make sure that
your team sounds happy to talk to customers. If staff members sound dour, it is
worse on the phone, since the client does not see body language. Words and
inflection are much more important over the phone than face-to-face encounters.

#7. Learn how to handle angry people.

First, don’t tell someone to calm down. No one wants to sound like a crazy person,
but when a client is that mad, they can’t help it. It’s going to sound counterintuitive,
but your customer service person should initially speak in a slightly louder voice if
the customer starts out loud.

Their words should be reassuring, like “how awful,” “you’re absolutely right to be
upset” or “I can’t believe this — how terrible.” The client will feel understood.
Slowly, the caller’s voice will resume normal volume, and the customer service rep
should mimic the client’s volume once again. Once the customer is quieter, you can
use technigque No. 5 to describe how you will solve the problem.

#8. Answer after the first few rings.
You never want to let a call go to voicemail. In fact, you should answer within the
first few rings rather than keeping a caller waiting. Customers often grow frustrated
or even hang up if they are left on the line without assistance for too long. Even if
you answer just to put them on hold while you handle another caller, it’s better than
leaving them hanging with no greeting for minutes at a time.

49. Eliminate background noise.
Background noise is extremely distracting and unprofessional. To eliminate
unwanted sounds, ensure you are in a quiet area, like a call box or private office,
and don’t use the speakerphone. If your typical workspace happens to be too loud,
try taking the call elsewhere or asking those around you to lower their voices.

4 10. Ask questions and take notes.

If you’re unsure who exactly the caller is and what they need from you, ask them.
Make sure you jot down information like their name, number and company, and
understand exactly what they’re asking or requesting. For instance, if they’re trying
to reach someone in the company who is currently unavailable, you’ll want to
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record the message they wish to relay, along with their phone number and full
name, so you can deliver it accordingly.

Mistakes to avoid on the phone with customers

Now that you know what to do when you’re on the phone with customers, here’s
what not to do.

4 1. Don’t interrupt your customers.

This one is pretty much self-explanatory. You wouldn’t interrupt someone in a
regular conversation, so why would you interrupt your customers? Be patient and
wait for them to finish before you speak fully.

¢2. Don’t give answers you don’t have.

It’s OK not to know something — if anything, not knowing is the start of your
journey toward knowing. Instead of giving a customer an incorrect answer, tell
them you’ll put them on hold as you speak with the right team member. Then,
return with the right answer. This way, if the customer calls in again later, they’ll
encounter consistency from your team. That consistency can minimize the chance
of customer confusion and frustration.

43. Don’t lean on scripts.

Scripts can help your customer service employees know what to say when they
pick up the phone — but that’s all that scripts should do. After that, your team
should use phone etiquette knowledge and other training to intuitively navigate the
conversation. An over-scripted conversation can make the customer feel unheard
and thus unsatisfied, whereas a genuine conversation can reassure and retain the
customer.

44. Don’t transfer the customer too often.

If you need to transfer someone to the right party for their inquiry, then do so. But
you shouldn’t send the customer ricocheting among different people from your
team.

Before transferring, you should be 100% certain you’re transferring the customer to
the right team member. This way, that team member doesn’t also have to transfer
the caller. A series of transfers can confuse, overwhelm and frustrate the customer,
and that does your company no favors.

45. Don’t keep your customer service in-house if you don’t have the
capacity.

Let’s say that, no matter how hard you try, your budget and time just aren’t
dovetailing with your desire to provide great in-house customer service. In that
case, you can choose a call center service to handle all your phone-based customer
service. Plus, when your team isn’t on the phone all day, they’ll get time back to
handle all
kinds of other business needs.
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Task 3 Pa3pabotka u opopmitenne mamatku Ha Temy: «Hotel Service Personal
Staff Behavior with the guests»

Tema 4.9 Padora c sxaino6amu u pemienue npoodJem(Dealing with comlaints)
IMpakTuuyeckoe 3anstue Ne 9 (6 yac)

Iesab: COBEPIIEHCTBOBATH YCTHYIO M MUCBMEHHYIO PEUb; Pa3BUBATh HABBIKH YTEHUS
1 TiepeBo1a;popMUPOBATH CIOCOOHOCTH CTYJICHTOB OOIATHCS HA aHTITMHCKOM
A3bIKe (YCTHO M MMHUCbMEHHO) Ha TIOBCETHEBHBIC U TIPO(ECCUOHATIBHBIE TEMBI.
TpeOoBanus K 3HAHMSAM H YMEHUSIM:

CTyIeHT N0KEH yMeTh: 0011aThCs (YCTHO U MUCbMEHHO) HA NHOCTPAHHOM S3bIKE
Ha NpOoQEeCCUOHAIbHbBIE U IOBCEAHEBHBIEC TEMBI; IEPEBOJUTH (CO CIOBApEM)
MHOCTpaHHbIE TEKCThI IPO(HECCHOHATIBHOM HAIIPABIEHHOCTH; CAMOCTOSITEIbHO
COBEpIICHCTBOBATh YCTHYIO M MUCbMEHHYIO PEUb, MOIMOJIHATh CIIOBApPHBIH 3ariac.
CTyIleHT IO0JKEH 3HATh: SI3bIKOBBIN MaTepuan (IpaBuiia MOBEICHUS IepcoHaa
TOCTUHUIIBI B CiIy4ae KOH(IMKTHBIX CUTYalUil, BUJIbI Ka100, BApUAHTBI PELLICHUS
po0JIeM C KIMEHTaMH, BApHAHThl MOPAJIbHON KOMIIEHCALIMHU 32 IPUYMHEHHBIE
HeyaA00CTBa).

['pammarnueckuit marepuan Conditionals)1,2,3 Tumos.

IlepeyeHb HEOOXOAMMBIX CPeACTB 00y4YeHHs: YICOHHK, CIIOBAPb, KOMITBIOTED,
paboyast TeTpajib.

OcHOBHBIE TPEOOBaHUA K pe3y/JbTaTaM padoThbI:

a) MpaBUIHLHOE MPOU3HOIICHHUE U OCTJIOCTh PEYH;

b) nekcuko-rpamMmmarndeckasi FpaMOTHOCTB;

C) MakCHMaJlbHasl HaIOJHAEMOCTh BhICKAa3bIBAHUI HOBOM JICKCHKOM;
Conep:xanue 3a1aHMI:

IpaBuJia MOBEJICHUS ITepCOHAIa B KOH(PJIMKTHBIX CUTYaIIHsIX
IpaBujia PEIICHUS TPOOICMHBIX CUTYAIIHH

HanOoJIee YaCTH BCTPCUAOIINECS BUIBI )Kal00 KIIMSHTOB
TIOCJICAICTBHSI 3@ OTCYTCTBHE OTBET Ha KaJI0ObI KIIMEHTOB

BapHaHTHI PEIICHHS MPOOJIEM C KIIMCHTAMHM B THAIOrax
JICKCUKO-TPaMMaTHYCECKUE YIIPAJTHCHUS Ha Y CJIOBHBIC MPUIATOYHBIC
npempioxenuss Conditionals 1,2,3 tunos

oohkwnE

Task 1. Study the Recommenations of dealing with complaints in a Hotel.

How to Deal with Angry Guests and Their Complaints in a Hotel?

1. Apologize. ...

2. Care to listen. ...

3. Avoid arguments, remain calm, and be polite. ...

4. Make sure your body language is not aggressive. ...
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5. Empathize and acknowledge their frustrations. ...
6. Never pass on the guest to another department. ...
7. Comfort with best offerings.

Handle in-person guest complaints in five steps:

1. Stay calm and listen.

2. ldentify the type of guest to whom you are speaking.
3. Find the real source of the complaint.

4. Find and offer a solution.

5. Follow up to confirm that the problem was resolved.
6. Respond to all complaints as quickly as possible.

How to respond to negative hotel reviews
Thank the guest by name. ...

6. Apologize for the guest's poor experience. ...

7. Highlight any changes you have made or intend to make. ...

8. Evaluate the need for follow up-procedures.A 5-step process for handling
customer complaints

Step 1: Dig deeper by asking the right questions. ...

Step 2: Identify the type of customer you're dealing with. ...

Step 3: Respond to the customer quickly. ...

Step 4: Present a solution, and verify that the problem is solved. ...
o Step 5: Log the complaint so you can track trends.

7 Steps for Handling Customer Complaints
Listen carefully to the person who is angry. ...

Let your customer vent for a few minutes if necessary. ...

Show empathy for your customer's concerns. ...

Thank your customer for complaining. ...

Sincerely apologize even if you are not the cause of the problem. ...

Get the facts. ...

Offer a solution.

Task 2. Study RULES of Handling Complains

A negative hotel customer experience has the potential to affect a property's
success in a variety of ways. Whether by raising alarm while on the property or
by harming your ranking with a poor online review, a hotel guest with a
complaint can leave a lasting mark. Successful hoteliers and hospitality
professionals understand how an unresolved guest issue can affect a hotel’s
performance, and they place significant value on handling guest complaints
smoothly.In this guide, we are covering the ins and outs of hotel guest
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complaints — dealing with displeased guests in person, responding to online
feedback, and so much more. We discuss why guests complain, different
strategies for handling guest complaints, and which techniques can help your
team turn problems into praises.

Uncover must-know tips and strategies for handling guest complaints

There are endless reasons that a hotel guest may make a complaint. Some
complaints are based on physical concerns, such as hotel cleanliness or maintenance
problems, while other complaints may pertain more to the guest experience.

Tools to help maximize your hotel's reputation management

One guest may complain about the service they received at your property. Another
traveler may arrive and be surprised to find they did not book the room type they
expected from a third-party site. You may even encounter a guest who feels they
were misled by the sales team, an online offer, or a confusing promotion. Certain
critigues, however, tend to pop up more often than others.

4 Common hotel guest complaints

Familiarize your staff with the most common complaints hotel guests make and
take proactive steps to address potential concerns before they arise. Research
common hotel mistakes and how to avoid them and train hotel staff to recognize
and respond to common guest complaints, such as:

In-room cleanliness concerns

Unpleasant odors (e.g., smoke, pets)

Problems with the temperature (too hot or too cold)
Trouble with the Wi-Fi

A lack of free services or amenities

The hotel is too noisy

Too much traffic near guest rooms

Lack of customer service

In-room amenities not working

Broken elevators or other maintenance issues
Other guests not respecting hotel rules

Displeased with the food/food and beverage service

While a fair number of guest complaints are the product of hotel service or an issue
with the property, others arise out of problems that are out of the hotel’s control
entirely. Experiencing issues with a third-party site, not receiving an expected
package, or getting stranded due to weather complications could cause a guest to
complain. While those issues would be out of your control, the negative experiences
could still lead to an unsatisfactory guest stay and a resulting complaint.

54


https://www.cvent.com/en/blog/hospitality/how-to-respond-hotel-reviews
https://www.cvent.com/en/blog/hospitality/how-to-respond-hotel-reviews
https://www.cvent.com/en/supplier-venue
https://www.cvent.com/en/blog/hospitality/hotel-mistakes

& Locating guest complaints

Certain guests are comfortable speaking up and are prepared to notify a team
member if they're unhappy with an aspect of their stay. They may speak to the front
desk staff, request a manager, or make a complaint to another staff member directly.
But hoteliers cannot count on every guest to vocalize a complaint. Not all guests are
comfortable with confrontation, and some would prefer not to make a complaint
during their stay at all. In fact, hotels often receive post-stay feedback from guests
who didn’t bring up a concern during their stay, but who made a complaint in a
feedback survey or review after departure.

Regularly check the following places for recent guest complaints:

e Social media pages

Your website

Branded survey responses

Online review sites (TripAdvisor, Yelp)

Third-party booking sites (Hotels.com, Booking.com, Kayak.com)
Front desk/departmental notes, logs, or “pass-alongs”

Keep your eyes and ears open for guest complaints so that you can respond to them
as soon as possible.

Take your hotel's online presence to unprecedented heights

& The consequences of unanswered hotel guest complaints

Failing to respond to guest complaints in a suitable and timely manner can hinder a
hotel’s performance in a variety of ways. For example:

¢ Failing to oversee guest complaints can lead to revenue loss. While
correcting a guest issue could mean reducing the room rate, or comping a
guest stay, failing to manage a guest complaint could cause a guest to choose
not to return to your property. Losing revenue from one guest may not seem
significant at first, but the cost of pushing guest after guest away can add up
quickly. On average, it's five times more expensive to attract a new customer
than to retain a current one. Putting effort into pleasing current guests can go
a long way toward building hotel customer loyalty.

e Unanswered guest complaints can damage a hotel’s reputation.
Dissatisfied guests may share their feedback on hotel social media pages,
review sites, online booking sites, or within the community. Guests who had
a poor experience at your property, or verbalized an issue that wasn't
addressed by staff, may feel compelled to share their experience with others.
When guests address their complaints online, their feedback could lead to
lower online scores, a scorched community reputation, and a lower hotel
ranking. Incorporate handling guest complaints into your hotel reputation
management strategy.

e Negative online reviews can affect a hotel’s SERP placement. Online
guest complaints and negative reviews can damage your hotel’s SEO ranking
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and placement on SERPs (search engine result pages). The algorithms used
by major search engines take reviews, ratings, and rankings into account
when compiling search results. When search engines find guest reviews
flagged with negative industry phrases (e.g., “lost reservation”) regularly
attached to your business, they will start to associate your business with those
phrases, negatively impacting_your hospitality SEQO.

Responding to in-person complaints in 5 steps

Preparation is one of the best tools a hotel employee can have at their disposal when
handling guest complaints face-to-face. When it comes to in-person guest
complaints, however, any staff member could quickly be caught off guard and
forced to think on their feet. Practice and preparation can ease the stress of
responding to an unfortunate situation with an in-house guest. Handle in-person
guest complaints in five steps:

1. Stay calm and listen.

Depending on a guest’s disposition when they approach you with a complaint, you
may find it difficult to remain calm and not respond with emotion. As trying as it
may be at times, the first step to effectively handling guest complaints is to listen
calmly. Do not enter the conversation with arrogance or make assumptions about
what is upsetting the guest. If a guest is coming to you with a problem, it's usually
because they want to be heard. Hear them out.

2. ldentify the type of guest to whom you are speaking.

There are different types of hotel guests that hospitality professionals inevitably
encounter throughout their career. For example, there are guests who only complain
about serious matters, others who are notoriously difficult to satisfy, and
unfortunately there are even hotel guests who complain regularly to avoid paying
full-price — or any price — for their stay. When dealing with a complaint, identify
the guest’s energy, personality type, and choose a problem-solving strategy that fits
the specific situation.

3. Find the real source of the complaint.

Sometimes, what we complain about isn’t really what’s bothering us. Consider why
a specific issue may be so important to a particular guest. Dig deeper. Ask the right
questions and look for the root cause of the guest’s dissatisfaction. If you are having
a challenging time getting the information you need from a guest, try a prompting
question: “Could you give me an example?” or “Would you mind expanding
further?”

4. Find and offer a solution.

After you identify the type of guest you're working with and the true cause of their
complaint, find the most appropriate solution. Work to find a resolution that
addresses the actual problem as well as the guest’s feelings about the issue. Guest
complaints can often be resolved with a simple acknowledgment followed by an
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apology and a commitment to doing better next time. Other complaints, however,
may require a monetary adjustment to their bill or a one-on-one conversation with a
hotel manager. An important part of handling guest complaints is deciding which
solutions are reasonable and appropriate for the situation at hand. Setting up a
refund policy could help avoid employee confusion when offering potential
solutions.

5. Follow up to confirm that the problem was resolved.

Always follow up with hotel guests who have made a complaint. For in-room
Issues, such as a broken TV or stained comforter, touch base with the guest soon.
After maintenance, housekeeping, or the department overseeing the complaint has
addressed the issue, give it a few minutes, and then check in with the guest to make
sure the problem has been resolved.

When a guest makes a complaint during departure, or after they have left the hotel,
look to see if the guest has any upcoming or future reservations. If so, make a note
in their next reservation to remind staff of the recent complaint. Double-check their
reservation details and room prior to arrival to ensure that everything is in tip-top
shape. Leaving a brief note that thanks the guest for giving your hotel another
opportunity is a small gesture that can go a long way. Acknowledging appreciation
for customer loyalty is a thoughtful

4 Responding to written guest compl way to impress hotel guests. aints

Responding to written guest complaints, whether on paper or online, is similar to
handling an in-person complaint. The primary difference is that responders have
time to contemplate and craft their answers with care.

When managing written guest complaints, try:

Responding with respect and sincerity.

Acknowledging guest concerns and taking responsibility.

Offering a solution and your commitment to improvement.

Asking for the chance to provide a better experience in the future.
Keeping your tone professional and consistent across all platforms.

Successful hoteliers can turn a guest complaint or negative experience into an
uplifting opportunity. They understand the powerful positive impact that effectively
handling a guest complaint can have on a hotel’s success. Experts also know that
regularly responding to online feedback is an effective way to use guest reviews for
hotel sales, as it can improve your property’s search result ranking.

4 Turning a guest complaint into a rave review

On-site guest complaints present a unique opportunity for hotel employees to “turn
things around” while the guest is in-house, potentially building a strong relationship
with a new loyal customer. This phenomenon is called the “service recovery

paradox.”
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The service recovery paradox is an idea that refers to the way some customers react
after a perceived problem is corrected in an outstanding or especially pleasing
manner. In this paradoxical situation, the customer is happier with a business after
fixing an issue with their service (or product) than they would have been with the
business had no issue occurred. Like other customers, hotel guests who experience
the paradox are more satisfied after a negative experience has been resolved in a
positive manner than they were before the negative experience took place.

Create a “service recovery” box and have it available for hotel staff to use at their
discretion. Include gift certificates, tickets to local attractions, headphones, neck
pillows, coloring books, and other items that could help please distraught guests.
Log items as they are used, note which service recovery methods are the most
requested, and make sure that the box is always full of unique resources or
amenities that will wow your guests.

Pleasing guests with major complaints may require rate-related service recovery
options. Significant inconveniences may justify offering a discounted or
complimentary stay, a room upgrade, complimentary service packages, in-house
credits, or other “olive branches” attached to hotel revenue. Every hotel marketing
plan should include a service recovery strategy. Outline specific situations when
service recovery may be warranted, and which employees are authorized to use
service recovery when handling guest complaints.

410 tips for handling guest complaints
1. Respond to all complaints as quickly as possible.

Whether in-house or online, all guest complaints should be addressed with speed
and determination. Letting a problem linger can allow it to snowball — potentially
turning a minor inconvenience into the reason a loyal guest decides not to return.
Responding to a complaint quickly shows commitment to guest satisfaction and a
dedication to quality customer service.

2. Create a logbook to track guest complaints.

Task each department head with maintaining a log of guest complaints. Note the
time and date that complaints were made and the guest’s name and room number.
Detail the guest complaint, the proposed solution, and whether the issue was
resolved. Keep track of the status of guest complaints to help ensure that the proper
team members are notified and that the complaint is resolved. Logging complaints
and analyzing customer feedback can help identify trends such as cleanliness
concerns or a lack of consistent customer service. Use the logbook to identify repair
needs, hotel front desk training opportunities, and operational areas of
improvement.

3. Pre-tackle negativity.

A guest may not like the solution to their issue — especially if it's seen as an
inconvenience, such as moving rooms or waiting a long time to check-in. Point this
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out prior to offering a solution to help prevent further objection or negativity that
could stem from your response.

4. Explain why you chose the solution that you did.

Let guests know why you're managing their complaint in a specific manner. Taking
a moment to explain your response can help make a dissatisfied guest feel heard. A
simple conversation explaining your thought process can help prevent a guest from
feeling like you're trying to brush off their concern and instead confirm that you
chose the best solution for the guest.

5. Practice handling guest complaints with hotel staff.

Practice will boost confidence and help make your team more comfortable tackling
guest issues. Ideally, we want hotel employees to be on the same page, but not
acting like hospitality robots responding to guest complaints as if they were reading
from the same exact script. Ask staff members to provide examples of real guest
complaints they've encountered. Roleplay different scenarios and allow hotel staff
to practice how they would respond to a guest regarding a similar

complaint. Practicing situational scenarios in training is helpful because employees
can see examples of others interacting with a complaining guest. In addition, taking
part in preparatory training exercises can help put team members more at ease when
unusual complaints arise.

6. Be prepared to overcome guest objections.

Seasoned hospitality professionals know that some guests are simply difficult to
please. No matter what solution is offered, there always seems to be an objection —
too late, too little, not good enough. Work common guest objections, such as anger,
negativity, or even irrational responses, into training scenarios. Brainstorm as a
team to find a variety of diverse ways to overcome the guest’s objection. Discuss
what worked and what didn't in each scenario. Point out best practices, “aha!”
moments, and identify what could have been done differently to produce a better
outcome.

7. Thank the guest.

Show gratitude to guests who take the time to bring a problem to your attention. Let
them know that you appreciate the honest feedback, as it gives you the opportunity
to improve hotel service, rework problematic policies, or find gaps in employee
training.

8. Strike a balance between the good and the bad.

Sharing guest complaints can put staff members on the lookout for repeat issues and
encourage them to handle problems when they occur. Reviewing too much negative
feedback, however, is sure to weigh team spirits down. Collect and share positive
guest feedback with hotel team members. Highlight feedback that individual
employees get, as well as singular departments and the entire hotel.

9. Always follow up, even if virtually.
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Follow up with guests who make a complaint, even if they do not have foreseeable
plans to return to your area. Reach out via email after departure or invite them to
discuss their experience with you in more detail on a video call. Hoteliers who
didn't get an opportunity to speak with a disgruntled guest personally can discuss
the original complaint, how it was handled, and whether the guest left with a
positive or negative opinion of the hotel.

10. Never take guest complaints personally.

Whether you're facing an upset guest who is displeased with the condition of the
property or trying to deescalate a lobby of upset guests after an overbooking fiasco,
remember not to take guest complaints to heart. Always take care of yourself
personally and professionally. Remind yourself and your team members that upset
guests are expressing their displeasure at the situation, not the person. Even when a
guest’s emotions feel directed right at you, do your best to separate their response
from yourself as an individual.

4 Handling guest complaints as a team
Hospitality-focused hoteliers with a “service first” mindset understand the
importance of training all staff members to manage customer complaints — not just
those who work in forward-facing positions. While front desk team members may
receive the most vocal complaints, guests will often express their displeasure to
other hotel employees nearby.

Team members from the housekeeping, maintenance, food service, and laundry
departments may also encounter guests with negative feedback, such as a leak in
their room or a cleanliness issue. Providing all team members with complaint
management training will help guarantee that any guest complaint that gets reported
will be addressed promptly and respectfully.

Task 3 Look at some of the main “rules” for handling complaints and match
them with the additional sentences bellow.

a) Listen carefully to the complaint.

b) Do not interrupt.

c) Wait until the person has completely finished.

d) Apologize.

e) Speak normally.

f) Summarize the complaint.

g) Explain what action will be taken, and how quickly.

h) If the guest is angry, aim to remove the scene to somewhere private.

1) If you repeat the main points of a complaint, you make sure that there is no
misunderstanding about the reason for the complaint, and saying the main points
calmly helps to cool down the situation.

2) Before saying anything at all, be certain that the guest has completely finished
talking and is not just pausing for breath.
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3) A short clear apology should be the first thing you offer the guest. This must
come before any explanations or reasons.

4) Do not let your voice rise to match the voice of the guest. This will only lead to
more argument.

5) Make clear what you will do. Give the guest a definite time so that he
understands that his complaint will be attended to.

6) An interruption will cause the guest to carry on louder and longer.

7) It is important to show that you are giving the guest full attention.

8) This could be an office, or an empty lounge. Try to find a place where there is no
barrier (table or desk) between you and the guest.

Think and answer:

Which of these rules are most important? Decide on the three most important rules.
Which rule is most difficult to follow? Why?

Do you think the staff in Russian hotels are trained according to these rules? Give
your examples.

4. Read out another example of a complaint and answer the questions below:
G — Guest

DM — Duty Manager

G. Can’t you do something about the service in this hotel?

DM. I’m sorry, madam. What’s the problem, exactly?

G. My breakfast, that’s the problem!

DM. Yes?

G. I ordered breakfast from Room Service at least half an hour ago...

DM. Yes?

G. I’ve telephoned Room Service three times, but my breakfast still hasn’t come...
DM. I see...

G. I’ve got an important meeting at nine o’clock and now it seems I’1l have to go
there without breakfast! Really, I don’t think this is good enough!

DM. I’'m very sorry about this madam. You ordered breakfast half an hour ago, and
you’ve phoned three times since then?

G. That’s right.

DM. I really must apologize. You should have received the breakfast no later that
five or ten minutes after you ordered it.

G. That’s what I thought.

DM. The problem may be that they’ve been rather short-staffed in the kitchens
recently. But I’1l look into this, and I’ll make sure that the breakfast is sent to you
immediately. Full English breakfast, was it?

G. Full English breakfast, with corn flakes.

DM. Very well, madam. I’1l deal with this myself, and I’ll have it sent up to your
room right away.

Answer the questions:

What is the guest’s complaint?
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While listening to the complaint, does the Manager speak at all? What does he say?
What is the first thing he says after hearing the complaint? How does he check that
he understood the complaint? He apologizes several times during the conversation.
What does he say? What explanation does he give? What action does he promise?

5. Give replies to the complaints below. Use any suitable phrase of apology,
and any suitable phrase promising action.

Example : We’ve been waiting half an hour for our suitcases.

You: — I’m sorry about that, sir. I’ll have them sent up right away

a) This tablecloth is filthy! Can’t you give us another one? (replace)

b) Why is it taking so long to make our bill up? (make up)

¢) | paid the parking attendant to wash my car, but nobody has washed it. (wash)

d) I’'m sure the sheets on the bed haven’t been changed after the last guest. (change)
e) There’s a mistake in the bill. We didn’t have dinner here last night. (check)

f) We arranged for an extra bed to be put in the room for our young son. But there’s
only one double bed here. (attend to)

Useful prompts :
I’m sorry, I’ll have (it sent up right away)
I’m very / extremely sorry (about this / that)
I’11 get it (attended to immediately)
I really must apologize, I’ll make sure (it’s brought to you immediately)
I do apologize, I’ll deal with this myself
I’1l look into this...
I’1l sort out (this mistake, etc.)
What I’'m going to do now is...
The first thing I’'m going to do is...

6. Imagine that you are a manager of the hotel and you must reply to unhappy
guests. You don’t want to make excuses but you know there were reasons why
the things promised in the advertisement did not happen.

Use the notes below:

Problem

a) swimming-pool closed - essential maintenance due to damage to pump
system

b) incomplete restaurant service - head chef had to go to hospital suddenly
c) noisy building work - building new recreation centre (and this is least busy

time of year)

In your reply follow this structure:
Paragraph 1 : Thank writer for letter. Make general apology.
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Paragraph 2 : Make specific apology and give explanation / reason for each
complaint.

Paragraph 3 : Offer some compensation (if you want).

Paragraph 4 : Repeat general apology and make closing remarks.

Task 4.Write a letter to one of the guests apologizing for the difficulties they had and
explaining the reasons. If you want to, you can offer some compensation.

Pozosa, B. FO. AHrnmiicKkuii S3bIK AJI1 TOCTHHUYHOTO Ou3Heca. 3amaHus : yueOHoe mocobue
st By30B / B. FO. PoroBa. — Mocksa : U3garenbctBo IOpaiit, 2023. — 43 ¢c. —
(Boicmiee oopazoBanmue). — ISBN 978-5-534-14564-9. — TekcT : 31eKTPOHHBIH //
O6pazoBarenbHas wiardopma KOpaiit [caldT]. —
URL: https://urait.ru/bcode/520186 (nara oopamenus: 28.06.2022)

Mowmnsiea, E. B. AHTIHACKHIA 3bIK 1)1 U3ydaromux Typusm (A2-Bl+) : yueOHoe mocoOue
Uil cpeHero mnpodeccuoHanbHoro obpaszoBanus / E. B. Momnasra. — 6-e u3g.,
ucnp. u jgon. — MockBa: MW3zngarensctBo IOpaiit, 2023. — 267 c.—
(ITpodeccuonansuoe obpazoBanue). — ISBN 978-5-534-11164-4. — Tekct :
anekTpoHHBIH  //  OOpa3zoBatenbHas  mnatrpopma  FOpaidt  [caiit]. —
URL.: https://urait.ru/bcode/517078 (nara obpaweHus: 28.06.2022).

HHmepHem-ucmquuKu:
http://www.learn-english.ru
http://www.englishforbusiness.ru
http://www.homeenglish.ru
http://www.belleenglish.com
http://www.english-at-home.com
6. http:// www. travel.dk.com
7. http:// www. lonelyplanet.com
8. http:// www. thomascook.com
9. http:// www. timeout.com
10. http:// www.english.language.ru
11 http:// www.study.ru
12. http:// www.language-study.com
13. http:// www.engl.1september.ru
14. http:// www.longman.ru
15. http:// www.bbcrussian.com

Kpurepun ouenku:

Kpurepuu onenku OreHka Oruenka
I'pammaTtuka
1.CoBepIIeHHO HE 3HACT MPaBUII 2 HEYJIOBJIETBOPUTEIHHO
rpaMMaTUKH
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2.bonbI1oe KOJTU4eCTBO OIIHOOK 3 yIIOBJIETBOPUTEIHHO
3.JlonmyckaeT HE3HAYUTENBHOE 4 XOpOII0
KOJINYECTBO OINOOK

4.01cyTCTBHE MPAKTUYECKUX OMINOOK 5 OTJIMYHO
CB000/1a 001IEHUSI HA AHTJIHIICKOM

sI3bIKe

1.He mMoeT TOBOpHUTH, HE MOHST 2 HEYJIOBJIETBOPUTEIHHO
2.00waercs ¢ TpyioM 3 yIIOBJIETBOPUTEIHHO
3.Xoporo obmaeTcs 4 XOPOLLO
4.00m1aercsa cBOOOIHO 5 OTJINYHO
IIpousHomenue

1.Pycckoe 2 HEY/I0BJIETBOPUTEIBHO
2.ApTUKYIHpPYET C OIIHOKaMH 3 YIIOBIIETBOPUTEIHHO
3.ApTuxkynupyet 0e3 omundox 4 XOPOIIIO
4.ApTUKYIHUpYET HA YPOBHE HOCUTES 5 OTJINYHO

SI3BIKA

1.YcTHbIH HH}II/IBI/II[yaJILHbIﬁ OHPOC(MOHOJIOFI/I‘ICCKOC BBICKa3bIBAHUEC )

YcTHBIE OTBETHI OLIEHUBAIOTCS MO IMATH KpUTCpUSAM:

1. Conepxanue (coOmroaeHre 00beMa BBICKa3bIBaHMS, COOTBETCTBUE TEME, OTPAKCHHUE BCEX
ACTIEKTOB, YKa3aHHBIX B 3aJlaHUU, CTUIIEBOEe 0OPMIICHHE PEUH, apryMeHTaIlUsl, COOI0ICHNE
HOPM BEXJIMUBOCTH).

2. B3aumoneiicTBue ¢ codeceTHUKOM (yMEHHUE JIOTUYHO U CBSI3HO BECTH Oecelly, coOM0aaTh
OuYepeIHOCTh NPU OOMEHE PEeIUIMKaMHU, JaBaTh ApryMEHTHUPOBAaHHBIE U Pa3BEPHYThIE OTBETHI HA
BOIPOCHI co0eceIHNKa, YMEHHE HauaTh U OJ/IEP’)KUBaTh Oecely, a TaKKe BOCCTAHOBHUTD €€ B
cirydae c0os: Mepecnpoc, yTOUHEHHE);

3. Jlexcuka (cia0BapHbIif 3armac COOTBETCTBYET ITOCTABICHHOM 3a/1aue U TpeOOBaHUSAM JIaHHOTO
rojia o0y4eHus s3bIKY);

4. I'pammatuka (MCIOIB30BaHKE PA3HOOOPA3HBIX IPAMMATHUECKUX KOHCTPYKLUI B COOTBETCTBUU
C TIOCTaBJIEHHOM 3ajjauell U TpeOOBAHUSIM JAHHOTO rojia 00y4eHus S3bIKY);

5. IlponsHonieHre (MpaBUIbHOE IPOU3HECEHNE 3BYKOB HEMELIKOTO S3bIKa, IPaBUIIbHAS
MIOCTaHOBKA yJIapeHUsI B CJIOBAX, a TAK)Ke COOIIOCHHE MTPaBUIIbHON MHTOHAIINH B
IIPEI0KEHUSIX )

O6wbem BoickaszbiBanue 15-20 npeanokeHui.

Orenka Kputepun onenku Komn-Bo
BApUAHTOB
3aJaHun
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5 «oTnu4YHO»

CoOmmroneHr00BEM  BBICKAa3bIBaHHWA.  BBICKa3bIBaHUE
COOTBETCTBYET TEME; OTPAKEHBI BCE ACTICKThI, YKAa3aHHEIC B
3aJIaHuH, CTUJIICBOE O(POPMIICHHE PEUH COOTBETCTBYET THITY
3aJlaHusl, apTYMEHTAIUS Ha YPOBHE, HOPMBI BEXKIIUBOCTH
coOMroIcHBl. AJICKBaTHas ©CTCCTBCHHAs peakIius Ha
peruiku cobecennuka. [IposiBisieTcss peueBas HHUIIMATHBA
JUIS PCICHUs TOCTaBJICHHBIX KOMMYHHKATHBHBIX 3ajad.
Penxue  rpammaTudeckwe =~ OMMOKM  HE  MEIIAIOT
KOMMYHHKAITMU. Pedb 3By4UT B €CTECTBEHHOM TEMIIC, HET
rpyOBIX POHETHYECKIX

OIINOOK.

4 «xopo1o»

He nonnueii o0beM  BbICKa3biBaus.  BbICKa3bIiBaHHE
COOTBETCTBYET TEME; HE OTPAKEHBI HEKOTOPBIE ACIIEKTHI,
yKa3aHHBIC B 33/1aHUH, CTUJIICBOE OOPMIICHHE PEUn
COOTBETCTBYET THUITy 33JlaHUs], apI'yMEHTAllMsl HE BCEraa

Ha COOTBETCTBYIOILIEM YpPOBHE, HO HOPMBI BEXIHUBOCTU
coomonenbl. KoMMyHHKaluss ~ HEMHOTO  3aTpy/AHEHa.
Jlekcuueckne OMMOKM HE3HAYUTENb HO BIMSIOT Ha
BOCIPUATHE peun y4aIierocs. I'pammaTnueckue
HE3HAYUTENILHO BIMSIOT HA BOCIPHUSTHE PEYH YYaIETroCs.
Peur wuHOrma HeompaBaaHHO may3upoBaHa.B oTnenbHBIX
CIIOBaxX JIOMYCKAIOTCS (POHETHUYECKHE OIMMOKKA (3aMeHa,
AHTTIMICKUX  oHeM cxomHeIMU  pycckumu). OOmias
WHTOHAIMS 00YCIIOBJICHA BIUSTHHEM POJTHOTO SI3BIKA.

3 «yIOBIETBO-
PHUTEIBHOY

HesnauurenbHblii 00bEM BbICKa3bIBaHHs, KOTOpOE HE B
IIOJTHOM MEpE COOTBETCTBYET TEME; HE OTPAXKEHbI HEKOTOPbIE
acIieKThl, YKa3aHHble B 3aJaHUM, CTHJIEBOE OQOpMIIEHUE
pc€un HEC B TIOJTHOM MCpPE€ COOTBCTCTBYCT THILY 3adaHus,
apryMeHTalUsl HE Ha COOTBETCTBYIOIIEM YPOBHE, HOPMBI
BEXKJIMBOCTH HE coOMoaeHbl. KOMMyHHKAIUS CYIIECTBEHHO
3aTpyIHEHA, yJalluiicsl He IPOSIBIISIET PEUYEBOM MHULIMATHBBI.
VYyamuiics  germaer  OonblIoe  KOJUYECTBO  IPyOBbIX
nekcndyeckux oumbok. KommyHMKaiust 3arpyqHeHa B
3HAYUTEJIbHOE MeEpe, OTCYTCTBYET peueBas HWHHUIIMATHBA
Vuammiics  nmemaer  OoNbIIOe  KOJIMYECTBO  IPyOBIX
JIEKCUYECKHUX OIIMOOK BIMSIHHUEM POAHOIO A3bIKA.

2
«HEYOOBJICTBOPHU-
TCIIBHO»

HesnaunTenbHblil 00bEM BBICKA3bIBaHHS, KOTOPOE HE COOT-
BETCTBYET TEME; HE OTPAXKEHbI MHOTHE ACIIEKTHI, YKa3aHHbIE
B 33J[aHUU, CTUJIEBOE O(hOPMIICHHE HE COOTBETCTBYET TUITY
3a/IaHHsI, OTCYTCTBYET apryMEHTALINSI, HOPMbI BEXIMBOCTH
He cobmoaenbl. KommyHIKaIus 3aTpyiHeHa B 3HAYUTEIbHOM
MEpPE,0TCYTCTBYET peueBasi NHULMATUBA Y YaIllUICS 1e1aeT
0O0JIBIII0E KOJTMYECTBO IPYOBIX IEKCHUECKUX OLTHOOK MO
BJIMSIHUEM POJIHOTO sI3bIKa. Peub BOCIPUHUMAETCSI € TPYIAOM
13-3a OOJIBIIIOTO KOJIMYECTBA (DOHETUIECKUX OLITHOOK.
WNuTonanus o0ycaoBiieHa BIUSHAEM POTHOTO SI3bIKA

PCKOMCHHaHHI/I MO UCITOJIB30BAHHUIO OLIEHOYHBIX CPEACTB
a) Koumponwvnasa paboma

[Ipy BBINOJHEHHH KOHTPOJIBHOM pPabOTHI
NPaBUIBHOCTh NMPO(ECCHOHAIBHOW TEPMUHOJOTMH, JOTUYHOCTh U (DAaKTUYECKYI0 TOYHOCTH B
dbopMynupoBaHUU OTBETA (B CiIydae 3aJjaHHil, Ha KOTOopble TpeOyeTcs 1aTh pa3BEPHYTHIM OTBET),
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Ha TOCJIE0BATEILHOCTh B M3JIOKEHUH MaTtepuana. OTBeThl HEOOXOAMMO JaBaTh C OMOPOH Ha
TEOPETUYECKHE 3HAHUS, [TOJyYEHHbIE BO BpEeMs U3yUEeHHUs AUCLUIUINHBL.

3a TmUCbMEHHBIE Pa0OTHl (KOHTPOJIBbHBIE pPAaOOTHI, TECTOBBIE pabOTHI, CIOBAapHBIC
JUKTAHThI) OLIEHKA BBIYMCIISIETCS UCXO/1 U3 IPOLIEHTA IIPABUIIBHBIX OTBETOB!

Orenka «2» 49% u meHee
Onenka «3» ot 50% 1o 69%
Orenka «4» ot 70% 1o 90%
Onenka «5» ot 91% mo 100%

Kputepuu onenku Koin-Bo Kou-Bo BapranToB
3ajaHUi 3ajaHui
KonuyecTBo MpaBUIBHBIX OTBETOB 4 4

1.YcTHBII HHAMBHAYAJIbHBIA 0OIPOC(MOHOJIOTHYECKOE BHICKA3bIBAHHE )
YCTHBIE OTBETHI OLIEHUBAIOTCS 11O MATH KPUTEPUSIM:

1. Conepxanue (coOmroaeHre 00beMa BBICKa3bIBaHMS, COOTBETCTBUE TEME, OTPAKCHHUE BCEX
ACIIEKTOB, YKa3aHHBIX B 33JJaHHH, CTUJIIEBOE O()OPMIICHUE PEUH, ApTyMEHTAIHS, COOJTIOICHHE
HOPM BEXJIUBOCTH).

2. B3aumopeiictBue ¢ codeceJHUKOM (YMEHHE JIOTUYHO U CBSI3HO BecTU Oeceny, CoOIoaaTh
04YepeHOCTh MPU 0OMEHE PeIJIMKaMHU, J1aBaTh ApTyMEHTHPOBAHHbBIC U PA3BEPHYTHIC OTBETHI HA
BONPOCHI cOOECeHNKA, YMEHUE HauaTh U MOJJIEPKUBATh Oecelly, a TaKKe BOCCTAHOBUTH €€ B
ciry4ae cOos: mepecrpoc, yTOUHEHHE);

3. Jlexcuka (cI0BapHBIii 3a1ac COOTBETCTBYET ITOCTABIICHHOM 3a/1aue U TPeOOBAHUSM JIaHHOTO
roja o0y4eHus s3bIKY);

4. I'pammatuka (MCHOIB30BaHKUE PA3HOOOPA3HBIX IPAMMATHYECKUX KOHCTPYKLUI B COOTBETCTBUU
C MOCTaBJIEHHOM 3aJjauell U TpeOOBAHUSM JAHHOTO IoJia 00yUEHUS SI3bIKY);

5. IlponsHomieHne (MpaBUIbHOE IPOU3HECEHNE 3BYKOB HEMELIKOTO S3bIKa, IPaBUIIbHAS
MIOCTaHOBKA yJIapeHUsI B CJIOBaX, a TAK)Ke COOII0CHHE MTPaBUIIbHON MHTOHAIINH B
IIPEUI0KEHUSIX )

O06bem BbickasbiBanue 15-20 npeanokeHui.

Onenka Kpurepun onieHkun Kon-Bo
BapHaHTOB
3alaHuI

CoOmomen  00beM  BBICKAa3bIBaHMA.  BBICKa3bIBaHHE
5 «OTJIHYHOY COOTBETCTBYET TEM€; OTPAKEHBI BCE ACTIEKThI, YKa3aHHBIC B
3aJlaHuH, CTUJIICBOC O(POPMIICHHE PEUU COOTBETCTBYET THITY
3a/laHusl, apTYMEHTAIlUS Ha YPOBHE, HOPMBI BEXKIUBOCTH
coOmo/IeHbl. AJIeKBaTHasi €CTECTBEHHAs peakius Ha
peruiuku cobecennuka. [IposiBisieTcs peueBas MHUIMATHBA
JUISL PEIIeHUs TOCTABJICHHBIX KOMMYHHKATHBHBIX 3ajad.
Penxue  rpammaTuueckwe — OMMOKM  HE  MEIIAIOT
KOMMYHHKAITUU. Pedb 3ByYUT B €CTECTBEHHOM TEMIIC, HET
rpyObIX POHETHYECKUX

OIITOOK.
He nmonsbli o00beEM  BBICKa3blBavus.  BBICKa3bIBaHUE
4 «xoporiio» COOTBETCTBYET TEME; HE OTPAKEHBI HEKOTOPBIE ACTIEKTHI,

YKAa3aHHBIC B 3a/laHUH, CTUJICBOC O(I)OpMJ'ICHI/IC peun
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COOTBETCTBYET THITY 3aJlaHHs, apIyMEHTAIUs HE BCEr/aa
HAa COOTBETCTBYIOIIEM YypPOBHE, HO HOPMBI BEKIMBOCTH
coomonenbl. KoMMyHHKalusi ~ HEMHOTO  3aTpyAHEHa.
Jlekcuueckne OmMMOKM HE3HAYUTENb HO BIMSIOT Ha
BOCIIpHSITHE peun y4arerocs. I'pammaTnueckue
HE3HAYUTEIIFHO BIIMSAIOT HA BOCHPHUSATHE PEUYM YdaIlerocs.
Peur wuHOrga HeompaBaaHHO may3upoBaHa.B oTaenbHBIX
CIIOBaX JIOMYCKAIOTCA (OHETHUECKHE OIIMOKK (3aMeHa,
AHTTIMICKUX  oHeM CXOOHBIMU pycckuMmu). OOmas
WHTOHAIMS 00YCIIOBJICHA BIUSHUEM POJTHOTO SI3BIKA.
HesnauntenpHblii 00beM BBICKA3bIBaHUS, KOTOPOE HE B
3 «yZOBJIETBO- | MOJTHOM MEpe COOTBETCTBYET TEME; HE OTPAKEHBI HEKOTOPBIE
PUTEIILHOY acIeKThl, YKa3aHHbIE B 3aJlaHUU, CTHJIEBOE OQOpMIICHHE
pedn HE B TIOJMHOM Mepe COOTBETCTBYET THITY 3ajaHus,
apryMeHTalysi He Ha COOTBETCTBYIOIIEM YPOBHE, HOPMBI
BEXKIIMBOCTH HE cOOMr0IeHbl. KOMMYHHKAIINS CYIIECTBEHHO
3aTpylHEeHa, yJaluiicsi He IPOsIBIISET PEUeBOi MHUIIUATHBBIL.
VYuammiics  gemaer  OONBIIOE  KOJIMYECTBO  IPYOBIX
JeKCHUecknx omubok. KoMmMmyHuKkanusi 3aTpyqHEHa B
3HAYUTEIIFHOC MeEpe, OTCYTCTBYET peueBas WHHIMATHBA
VYuamuiics  genmaer  OonblIoe  KOJUYECTBO  TPYOBIX
JICKCHYECKHX OMIMOOK BIIMSIHUEM POJTHOTO SI3BIKA.
HesnauntenbHblil 00bEM BBICKA3bIBaHHS, KOTOPOE HE COOT-

2 BETCTBYET TEME; HE OTPaKEHbl MHOTHUE ACIIEKTHI, YKa3aHHbIE
«HEYJOBIIETBOPH- | B 33JaHHUHU, CTHJIEBOE O(pOpMIICHHE HE COOTBETCTBYET THUITY
TEJIbHOY 3aJjaHusl, OTCYTCTBYET apryMEHTAlMsI, HOPMbI BEXIIMBOCTU

He cobmoaenbl. KommyHuKalus 3aTpyiHeHa B 3HAYUTEIbHOM
MEpPE,0TCYTCTBYET peueBasi NHULIMATUBA Y YaIlIUICS 1e1aeT
00JIBII0E KOJTMYECTBO IPYOBIX JIEKCHUECKUX OLIHOOK IMOJT
BJIMSIHUEM POJTHOTO SI3bIKa. Pedb BOCIIPHHUMAETCS C TPYJIOM
13-3a OOJBIIIOTO KONINYECTBA (DOHETUUECKUX OLIHOOK.
WuToHanms 00ycITOBIIeHa BIUSIHIEM POJTHOTO SI3bIKA

Jnanor
1. Coneprxanue (cobmoieHre 00beMa BRICKa3bIBaHUSI, COOTBETCTBHE TEME, OTPAKECHUE BCEX ACICKTOB,
YKa3aHHbIX B 3a/IaHUH, CTUJICBOC O(i)OpMJ'IeHI/Ie pe4uu, aprymeHTanms, COGJ’IIO,Z[CHI/IG HOpM BG)KJ'II/IBOCTI/I).

2. BaumogeiicTBue ¢ coOeceTHUKOM (YMEHHE JIOTUYHO M CBSI3HO BECTH Oecely, COOI0IaTh 04epPeTHOCTh
npy oOOMEHe perTiKaMH, 1aBaTh apryMEeHTHPOBaHHbIE U pa3BepHYThIE OTBETHI Ha BOIIPOCHI coOeceTHUKA,
yMEHHE HavaTh U MOJICPKUBATh Oece/y, a TAK)Ke BOCCTAHOBHTH €€ B Cilydae cOosi: Iepectpoc,
YTOYHEHHE);

3. Jlekcuka (CJI0BapHbIi 3amac COOTBETCTBYET MIOCTABICHHOM 3a/1aue U TPEOOBAaHUSAM JIAHHOTO Tojia
00y4JeHus S3bIKY);

4. I'pammMaTHKa (MCIIOIB30BaHUE Pa3HOOOPA3HBIX IPAMMAaTHYECKUX KOHCTPYKIMI B COOTBETCTBUH C
NOCTaBJICHHOH 3aaueil 1 TpeOOBaHUAM JJAHHOTO Toa 00YUIECHUS SI3BIKY);

5. [IpowsHomieHue (TIpaBIMIILHOE TIPON3HECEHHE 3BYKOB HEMEITKOTO S3bIKa, TPaBUIbHAS TTOCTAHOBKA
yIapeHusl B CJI0BaX, a TaKKe COOII0ICHNE PABUIIBHON MHTOHAIINY B TPEIOKEHUSIX )

Kpurepuu omenku nuamora Komn-Bo Kon-Bo BapraHTOB
BOIIPOCOB/ 3aJIlaHui
OayIoB
O0BeM pacKpBITHsI TEMBI 1 1
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JIorM4HOCTH MOCTPOECHUS AUATIOTHYECKOTO OOILIEHUsI B COOTBETCTBUU
C KOMMYHHUKaTUBHOM 3aJ1a4ueit

YMeHUs pedyeBOro B3aUMOJCHCTBHA C TMAPTHEPOM: CIIOCOOHOCTD
Hay4aTh, NOAJEPKaTh U 3aKOHUUTH Pa3srOBOP

CooTBeTCTBHE JIEKCHUECKUX EIMHHUI M TPaMMAaTHYCCKHX CTPYKTYP
[IOCTABJICHHON KOMMYHUKAaTUBHOM 3aa4e.

OTcyTCTBHE TPAKTHIECKUX OTHOOK.

[ToHATHOCTD peun: MPaKTUYECKH BCE 3BYKH MPOU3HOCSTCS MPABUIIBHO,
coOmopaaeTcst MpaBUIIbHAS HHTOHAIHS

[IpumepHsIii 06beM quanora: 10-12 pernk ¢ Kaxaoi CTOPOHBI

TBopueckne NnuCbMeHHbIe Pa00Thl OLEHUBAIOTCH IO MATH KPUTEPHUAM:

— Copneprxanue (cobnroneHne oobeMa padoThl, COOTBETCTBUE TEME, OTPAKEHBI JIM BCE YKa3aHHBIC
B 3a/IaHUU aCIEeKThl, CTUIeBOE O(OpMIICHHE PEYH COOTBETCTBYET TUIY 3aJaHUsI, apryMEHTAIIHsI
Ha COOTBETCTBYIOIIEM YPOBHE, COOJIIOIEHNE HOPM BEXKIIMBOCTH).

— Opranu3zanus paboTsl (JIOTHYHOCTH BBICKA3bIBaHUS, UCIIOJIB30BAHUE CPEACTB JIOTUYECKOU CBSI3U
Ha COOTBETCTBYIOIIEM YpPOBHE, coOofeHue (opMara BHICKAa3bIBaHUS M JIEJICHHE TEKCTa Ha
ab3aribl);

— Jlexcuka (ClOBapHBIN 3amac COOTBETCTBYET IOCTABJICHHOHN 3ajgadye U TPeOOBaHUSM JaHHOTO
rojia o0y4eHus s3bIKY);

— I'pammaruka (MCroNb30BaHUE PA3HOOOPA3HBIX TPAMMATUYECKUX KOHCTPYKIIMM B COOTBETCTBUU
C TIOCTABJICHHOM 3a/1a4uell M TpeOOBAHUSAM JaHHOTO TOa 00yUSHHS S3BIKY);

— Opdorpadus u nmynkryanus (orcyrctBue opdorpaduyeckux ommoOOK, COONI0IeHNE TIaBHBIX
NpaBWI IyHKTYAIMH: MPEUIOKECHNUS HAYMHAIOTCS C 3arjiaBHOM OyKBBI, B KOHIIE IMPEIIOKECHUS
CTOUT TOYKA, BOMPOCHUTEIbHBIA WM BOCKIUIATENBHBIM 3HAK, a TaKXe COOJIOJIEHUE OCHOBHBIX
IIPABHJI PACCTAHOBKU 3aIlSATHIX).

KpnTepIm OLHCHKH TBOPYECKUX NMUCbMEHHBIX paﬁoT

Kpurepun onenku Kon-Bo
Onenka BapHaHTOB
3aJaHun

1. ConeprkaHue: KOMMYHUKAaTHBHAS 3ajjaua pelieHa MoJIHOCThIO. 2.
5 «otnuuno» | OpraHu3anust paboOThI: BBICKa3bIBAaHHE JJOTMYHO, HCITOJIE30BAHbI 1

CpeZCTBa JIOTHYECKOH CBsI3H, cOOII0/IeH (hopMaT BbICKAa3bIBAaHUS U
TEKCT MOJIeJIeH Ha ab3allbl.

3. Jlekcuka: IeKCHKa COOTBETCTBYET IOCTaBIEHHOHN 3a7aue U
TpeOOBaHUSAM JAHHOI'O T0/1a 00YUYEHHUS.

4. I'pammatuka: UCIOJIb30BaHbl Pa3HOOOpPA3HbIE TpaMMaTHYECKHE
KOHCTPYKIMH B COOTBETCTBUM C TOCTABJICHHOW 3aa4eil 1
TpeOOBAHUAM JIAHHOTO T0/1a 00y4YEeHHUS SA3bIKY, TPAMMAaTHUECKHe
OLIMOKY JINOO OTCYTCTBYIOT, TUOO HE MPENATCTBYIOT PEIICHUIO
KOMMYHHKATHUBHOM 3a/Ia4H.

5. Opdorpadus u myHkTyanus: opdorpadudeckre oMok
OTCYTCTBYIOT, COOJIIOICHBI MTPaBHJIa MMyHKTYAIMH: TPEI0KEHUS
HAYMHAIOTCS C 3arJIaBHOW OYKBBI, B KOHIIE TIPEJIOKEHHSI CTOUT
TOYKAa, BOMPOCUTENBHBIN U BOCKIIUIIATENBHBIN 3HAK, a TAKXKE
COOJII0/ICHBI OCHOBHBIE IIPAaBUJIA PACCTAHOBKHU 3aIISTHIX.

1. ConeprkaHue: KOMMYHUKAaTHBHAS 3ajjada pellieHa IMOJHOCTBIO.
4 «xopomoy | 2. Opranuzanusi paboThl: BBICKa3bIBaHHE JTOTMYHO, UCIIOJIB30BaHbI 1
CpEeICTBa JIOTUYECKOU CBsI3U, COOI0/IeH (hopMaT BbICKa3bIBaHUS U
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TEKCT TIOJICJICH Ha a03aIlbl.

3. JIekcuKa: J€KCUKa COOTBETCTBYET MOCTABICHHOM 3a/1a4€ U
TpeOOBaHUAM JTAaHHOTO roja ooydenusi. Ho nmerorcs
HE3HAYUTENIbHbIE OIIUOKH.

4. 'paMMaTHKa: UCIOJIB30BaHbI PA3HOOOPA3HBIC TPAMMATHICCKHEC
KOHCTPYKLHUHU B COOTBETCTBUH C [TOCTABIIEHHOM 3a/1aueil u
TpeOOBaHUSM JIAHHOTO T0/1a 00YYEHHUS S3BIKY, TPAMMATHYECKUE
OLIMOKY HE3HAYUTEIHHO MPEMSTCTBYIOT PEUICHUIO
KOMMYHUKaTUBHOM 3aJ1a4H.

5. Opdorpadus 1 myHKTyalus: HE3HAYUTEIbHBIE OpdorpaduuecKue
OIIMOKH, COOJIIO/ICHBI MTPABUIIA TyHKTYAIIUU: TTPETOKCHIS
HAYMHAIOTCS C 3arIaBHON OYKBBI, B KOHIIE MPEJIOKEHUS CTOUT
TOYKA, BOIPOCUTEJIbHBIN WJIM BOCKJIULIATENBHBIN 3HAK, 8 TAKXKE
COOJTFOICHBI OCHOBHBIC TIPABHJIA PACCTAHOBKH 3aIISATHIX.

3 «yIOBIETBO-
PHUTETHHOY

1. Conepxanue: KoMMyHUKaTUBHAS 3a/1a4a pellieHA.
2.0Opranuzaiiys paboThl: BbICKa3bIBaHHUE HEJIOTMYHO, HEAIEKBATHO
HCIIO0JIB30BaHbI CPEJICTBA JIOTUUECKON CBSI3U, TEKCT HEMPaBUILHO
nojiesieH Ha ab3a1bl, HO (hOpMAaT BBICKA3bIBAaHUS COOJIIO/ICH.

3. Jlekcuka: MecTaMu HEaJeKBaTHOE YIIOTPEOICHIE JTEKCHKH.

4. I'paMmMaTuKa: UMEIOTCS TpyOble rpaMMaTUYECKUE OITUOKY.

5. Opdorpadust u MyHKTyaIUs: HE3HAYUTEIBHEBIE opdorpaduueckue
OIIMOKH, HE BCer/ia COOIIOICHBI IIPAaBHIIa MYHKTYAI[H: HE BCE
MIPEAJIOKEHHUSI HAUMHAIOTCS C 3arjaBHOM OYKBBI, B KOHIIE HE BCEX
MPEIJIOKEHUI CTOUT TOUKA, BOIIPOCUTENBHBIN MU BOCKJIULIATEIbHBIN
3HAK, a TAK)KE HE COOJIIO/ICHBI OCHOBHBIC TIPAaBUIIA PACCTAHOBKU
3arsThIX.

2
«HEY/I0BJIETBO-
PHUTEIBHO»

1. Conepxanue: KomMmyHHKaTHBHAs 3a7aya HE pelIeHa.

2. Opranu3zanus paboThl: BICKa3bIBAHUE HEJIOTUYHO, HE
HCIOJIb30BaHbI CPEJICTBA JOIMUYECKON CBsI3HU, HE COOM0IeH hopmaT
BBICKA3bIBaHUS, TEKCT HE MOJIEIEH Ha ab3allbl.

3. Jlexcuka: 6011b1110€ KOJTUYECTBO JIEKCUYECKHX OLIMOOK.

4. I'pamMmaTuka: OOJIBIIOE KOJIMYECTBO IPaMMaTHYECKUX OIIHNOOK.

5. Opdorpadus u myHKTyaIus: 3HaunTeNbHbIE Opdorpadudeckre
oLMOKH, He COOI0ICHBI IIPaBUJIa MYHKTYallMH: HE BCE TIPETIOKEHHS
HAYMHAIOTCS € 3arjaBHON OyKBBI, B KOHIIE HE BCEX MPeI0KEeHUI
CTOUT TOYKa, BOIIPOCUTEIHHBIN MM BOCKIMIIATEILHBIN 3HAK, a TAKKE
He COOJII0/IEHbI OCHOBHBIE IIPAaBUJIa PACCTAHOBKH 3aISTHIX.

IIpunoxenune B

MeToaunyeckue peKoOMeH AU

1. Meroanuyeckue peKOMEHAALMH 110 OPraHU3auMU PadoThl C TEKCTOM
1. ITpocMOTpUTE TEKCT U ONPEIEIINUTE ETO TEMY.
2. IIoBTOpUTE OCHOBHYIO JIEKCHKY, OTHOCSIIIYIOCS K TEMAaTHUKE TEKCTA.

3.Bo Bpems uTeHuUs JenaiTe MOMETKH: MOAYEPKUBANTE CIOBOCOYETAHUS, MPEAJIOKEHUS,
Hecylie OCHOBHYIO HH(popmanuio. Eciu Bbl 3HaeTe 3HaueHHE OJHOKOPEHHBIX CJIOB, TOTJa
MOMBITATECh AOTaaThCs O 3HAYCHHH HE3HAKOMOTro cioBa. [IpW HEOOXOAMMOCTH HCIONB3YHTE

CIIOBapb.

4, HpOBCpBTC, IOHAJIN JIX BBl OCHOBHBIC (I)aKTBI TCKCTA, MOXCTC JIK OHNPCACIUTH €TI0

OCHOBHYIO MBICJIb. ,21.]'[5[ 9TOro HCO6X0)II/IMO YMCETh:
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- BBIOpaTh 3arojIOBOK M3 IMpelaraéMbIX BapUaHTOB WM CAaMOMY NPHAYMaTh 3arojIOBOK,
OTpaKaroIIUN COJiepKaHUE TEKCTa;

- pa3JeNIuTh TEKCT Ha CMBICIIOBBIE OTPE3KHU;

- OTBETUTH Ha BONPOCHI, IIO3BOJISIONINE BbIIEIUTh OCHOBHYIO MH(OpMAIHIO.

5. Ilocne npodTeHus TEKCTa BbI TOJKHBI YMETh!

- ¢(OpMyYIMPOBATH ITIABHYIO MBICIIb TEKCTA;

- KpaTKO M3JI0)KUTh OCHOBHBIC UJIeH M HH(POPMAIIHIO TEKCTA;

- OTBETUTh Ha BOIIPOCHI [0 COJACPHKAHUIO TEKCTA.

6. Ilocne npouteHus Tekcra:

- BBICKQKUTE CBOE MHEHHE C IIPUBJICYEHUEM COOCTBEHHOTO OIIBITA.

7. Eciu BaM HYKXHO YTO-TO YTOYHUTH B TEKCTE, MOIYYUTH OoJiee MOIPOOHYIO
MH(OPMaLKIO, 3aIIOMHUTh U UCIIOJIb30BaTh €€ B ajbHENIIIEM, BEDHUTECH K TEKCTY ellé pas.

2. Meroau4ecKue peKOMeHAalMH 110 OPraHu3anuu padoTsl ¢ NepeBOI0M

1. Tekcr, mpenHa3HaueHHBIH Ul MEpeBOJa, CIEAYyeT paccMarpuBaTh  Kak €IUHOE
CMBICJIOBOE 1IEJIOE.

2. HauunaiiTe nepeBoj ¢ 3aryiaBus (Ha3BaHUS TEKCTa), TaK KAaK OHO, KakK IPaBUJIO,
BBIPAXa€T OCHOBHYIO TEMY JAHHOIO TEKCTa; €CJIM JK€ IEpPeBOJl 3arjaBusl IO KaKUM-JINOO
IPUYMHAM BbI3bIBACT 3aTPYAHEHUE, BEPHUTECh K HEMY IOCIIE IIEPEBO/A BCEIO TEKCTA.

3. YUToOBI MOHATH CO/ECP)KAHUE TEKCTA IPOYUTANTE €ro BeCh LEIUKOM WM 3HAYUTEIHHYIO
€ro 4acTb, a 3aTe€M MOCTYIANTe K OTACIBHBIM €r0 MPeI0KEHUSM.

4. C camoro Hayaja crapalTecb IOHSITb OCHOBHYIO MbIC/Ib, 3aKIOYEHHYIO B
IpPEUIOKEHUH, ONMpasChb Ha €ro CTPYKTypy M KIIOYEBbIE CJIOBa, a 3aTeM Jo0HMBaiTech
JIETaJbHOTO MOHUMAHMs, yAEssi 0co00e BHUMAaHHME CIIOCOOAM CHHTAKCHUYECKOW CBS3H MEXIY
YacTSAMHM NPEJUIOKEHUST U JIEKCUKE.

5. BrinonHzsiiTe nepBoHayanbHbINA MEPEBOJ MO BO3MOYKHOCTU JIOCIIOBHO  C TE€M, YTOOBI
00JIerYuTh MOHMMAHUE CMbICIIA TEKCTA; BCIIE 32 ’TUM OJ0EpHUTE CIIOBa U BhIpa)KeHUs!, Haubosee
TOYHO MEpPEeAAIOIINE MBICIb IEPBUUHOTO MaTepHaa.

6. Ecnu nocie npoBeJeHHON paboOThl CMBICI NPEATIOKEHUs IMOHITEH, OTPEeJaKTHUpyHTe
€ro, NpOYMTAaWTE BMECTE€ C MPEALICCTBYIOIIUMU TMPEAJIOKEHUSIMH M, YOEIUBIIUCh B
HPaBUIBHOCTU CMBICIIOBOH CBSI3H, IEPEXOUTE K CIEAYIOIEMY IPEIIOKEHUIO.

7. Korma TeKkCT mepeBeleH IOJIHOCThbIO, MPOYUTAMTE €ro Bech ILEIMKOM M BHECHUTE
HE00XO0/IMMbIE CTUIIMCTUYECKHE TIOMIPABKH.

3. Meroanueckne peKOMEHJAUMH 10 OPraHM3alUM BbINOJHEHUS JIEKCHKO-
rPaMMaTHYeCKUX 3aJaHUI

3agaHus HA BOCCTAHOBJIEHHE B TEKCTe MPONYIIEHHBIX CJI0B

1. ChHauasia npouuTaiiTe BECh TEKCT, YTOOBI MOHATH €0 OCHOBHOM CMBICI.

2. IlomymaiiTe, uTO mNpoBepseTCSs B KaXKIOM HPONYCKE - OOBIYHO 3TO TIpaMMaTHKa
(apTukiu, npemIord, (OpMbl TJIarojoB W T.A.), JIEKCHKa (YCTOMUYMBBIE CIIOBOCOYETaHUS,
¢bpazeonornyeckue €AUHUIIBI, HAWOMBI), NOHMMAaHHUE CTPYKTYphl IPEAJIOKEHUS WU TEKCTa
(coro3bl, COIO3HBIE CJI0BA U 0OOPOTHI).

3. OOpatuTe BHHMMaHHE Ha CJOBa, KOTOpbIE CTOAT HEMOCPEACTBEHHO Iepea U 3a
IPOIMYCKOM U MOAyMaiTe: Kakas 4acTh peud JOJDKHA OBITh B MPOIMYCKE (MM. CYIIECTBUTEIBHOE,
[J1aroj, MPEeJIoT, CO3 U T.1.); SBISIETCS JU CIOBO, KOTOPOE HY)KHO BCTaBUTh YaCThIO
yCTOMUYMBOTO BhIpakeHUs Wiu ¢pasbl (Hanpumep, as a matter of fact, in the way); sBisercs nu
ATO CIIOBO YACTHIO (pa3eoyIornueckor enuHuIlbl (Hampumep, make money risk one's head).

4. MWuorpa, mpexae YeM pelInTb, KaKoe CIOBO HY)KHO BCTaBUTh B IMPONYCK, HYKHO
npovecTb OoJiee IIIMHHYIO YacTh TEKCTa, HalpUMeEp, €CJIM 3TO KacaeTcsi COr3a.

3agaHusi HA MHOKECTBEHHbIN BHIOOP

1. Ilepen TeM Kkak MpOYUTATh NPEJIOKEHHbIE BapHaHTbl OTBETOB BHHUMATEIbHO
IpoyYnTaiTe 3a/1aHie U MOoAyMaiTe, Kak Obl BbI 3aMOJIHIIIN MTponyck. [ToMHUTE, 4TO MpaBUIBHBIN
OTBET JIerye HalTu MyTeM OTOpachIBaHUSI HEBEPHBIX BApUAHTOB.
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2. Korna BeI paccMaTpuBaeTe HEBEPHBIC BapUAHTHI, 0OpaTHTe BHUMAHUE HA CIEIYIOIIEe:
MOTEHLIMAIbHO HEBEPHBIN BapUaHT OTBETA!

- SIBJISICTCS TPSMBIM NIEPEBOIOM aHAIOTUYHON PYCCKOM CTPYKTYPBI;

- SIBJISIETCS] TPAaMMAaTHYeCKH HEBEpHBIM (must to do);

- TOCJIe 3aloJIHEHUS TPOIyCcKa JaeT TIpaMMaTHYeCKH HEBEpHbIE WJIM HEJIOTMYHbIE
MpeIoOKeHHs (HanpumMep, TiiacHas OykBa rmocsie an, have mocie he);

- CWJIBHO OTJIMYAeTCsl OT JPYTUX BapHAHTOB OTBETa (MMEET COBEPIICHHO JAPYTYIO (opmy
WM SBIISETCS APYTOM YaCThIO PEUM).

3. OOparutre BHUMaHHME Ha JABa WIM TPU MOXO0XKHMX OTBETAa (C TOUKU 3pEHMsI HAMCAHUS,
MIPOU3HOIMICHUS, TPaMMaTH4eCKON (DOPMBI) - OJTUH U3 HUX, CKOPEEe BCETO, SIBISIETCS MPABUIIbHBIM.

3agaHus Ha ynoTpedjeHHe MPABUJIbHBIX INIAroJbHBIX Gopm

1. IMoxymaiite, Kakyto ¢opMy riarojia UMesl B BUAY aBTOP - JUUYHYIO (BUIOBPEMEHHYIO),
WH(OUHUTUB, TEPYHANH WU TpUYaCcTHC.

2.  Ormpenenute, OTHOCUTCS JIM JCHCTBHE, BBIPAXEHHOE TIJIarojoM, K HACTOSILIEMY,
npoleAmemMy win Oyaymemy. Ecii oHO ONMUCBIBAET TO, YTO CIYYMIJIOCH B MPOIILJIOM, BaM HYKHO
ucnonb3oBath Gpopmy Past Simple. Ecniu oHO oTHOCHTCS K OyayiieMy, Bam noHagoourcs hopma
Future Simple u 1. 1.

3. Becerna mpoBepsiiTe, He cienaliy JIM Bbl TPUBUATIBHBIX OLUIMOOK [0 HEBHUMATEIBHOCTH.

4.MeToan4yecKkue peKOMEHIAIUH 10 OPraHU3al UM PA0OThI C AyAHOTEKCTOM

Bce aynuozanucu K yOpaKHEHUSIM JIOJDKHBI IPOCIYIIMBAThCs JBaxaAbl. Bo Bpems
HPOCITYIIMBAHUS, HPU HEOOXOJUMOCTH, MOXKHO OOPaTUTBhCS K TEKCTy ayJHO3allUCH B KOHIIE
yueOHUKa.

IIpencrexkcroBblii TAN

CeMaHTu3alMsg JIEKCUKHA IE€pell MEpBbIM MPOCIYHIMBAHUEM M CHSITHE S3BIKOBBIX
TPYIHOCTEM.

1. Ilepen mpociaymMBaHUMEM TEKCTa BHUMATEIbHO MPOYUTAMTE CII0OBA, KOTOPHIE MOTYT
BBI3BAaTh TPYAHOCTH B [IOHUMaHUM TEKCTA. Bocnonp3yiTech caoBapeM A OJHOIO IOHUMaHUS.

2. Hcxons v3 MpensoKEeHHOro CHUCKa CJIOB, IOIBITAUTECH J0rajfaThCsl, O YEM MOWUIET
peub B ayIUOTEKCTE.

TexkcToBbIN 3TN

MHuoxxecTBeHHBIN BbIOOD. (Multiple choice)

I. Ilepex Tem kak mpoCIylIaTh 3alMCh, IIPOYMUTAUTE BOIPOCHI B 3aJaHUU C
IIPEUI0KEHHBIMI BapMaHTaMU OTBETA.

2. Korma mpociymmMBaHME — HAyajloch, MpPEKpPaTUTE  UYTEHUE  BOIPOCOB, U
CKOHLEHTPUPYHTECh HAa IOHMMaHUU ayauo3anucu. IloMHHTE, 4TO BO BCEX 3aJaHUAX Ha
MHO>KE€CTBEHHBIN BHIOOD MOPSIIOK BOIPOCOB COOTBETCTBYET TOMY MOPSAIKY, B KAKOM HH(POpMAIUI
HOSIBJISIETCSL B TEKCTE.

3. Bo Bpems mpociymuBaHUS B NEPBBIM pa3 OTMETHTE BO3MOXKHBIE BApUAHTBI OTBETA.
3areM Inepes BTOPBIM MPOCIYHIMBAaHUEM, BHUMATEIBHO MPOYUTANTE MPEUIOKECHHBIE BAPUAHTHI
OTBETAa U BbIOEpETE TOT KOTOPHIi, 10 BallleMy MHEHHUIO, OJXOIUT OOJIbIIE IPYTHX.

Tak Kak M TpaBUIbHBIE, W HENPABWIBHBIE BapHAaHTBl MOTYT BKJIIOYaTh CJIOBA U
BBIPQXEHUS U3 TEKCTa ayJuo3anucy, oOpamiaiTe BHUMaHUE HAa KOHTEKCT. Te BapHaHThl OTBETA,
KOTOpBIE B ayIMO3alIMCH UMEIOT KOHTEKCT, OTJINYHBINA OT TOr0, KOTOPBIII OHU UMEIOT B BOIIPOCE,
- HEBEpHBIE.

ByapTe 0CTOPOXKHBI C TEMH BapHaHTaMU OTBETOB, B KOTOPBIX BCTPEYAIOTCS TE JKE€ CIOBA U
¢pas3pl, 4TO 3By4arT B 3amucH. YacTto 3TO HeBepHble BapuaHThl. [IoMHUTE, YTO MpaBUIbHbIE
OTBETHI JIOJKHBI BKIIIOYATh TY)K€ MH(OPMAIIHIO, YTO M 3alIUCh, HO 3TO OTHIO/Ib HE O3HAYAET, YTO
uH(pOopMalrs 3Ta epeiaeTcsi OJHUMH U TEMU K€ CIIOBaMHU.

[ToMHuTE, YTO NPAaBUWIBHBIM OTBET HE O00SM3aTENbHO JODKEH BKJIIOYATh BCIO TY
uH(popMalro, KoTopasi 3By4UT B 3amucu (ocoOble cioBa, (pa3bl unu nudpsl). MHorga sro

71



TOJIbKO TPEANojaraercs, ¥ BaM HY)KHO CJIeJlaTh OIpEACNICHHbIA BBIBOJ Ha OCHOBE ApPYrou
nHpopmanuu.

Bo Bpemsi BTOpPOro TpPOCIyIIMBaHHS IPOBEPHTE BBIOPAHHBIE OTBETHI U 0O0OpaTHUTE
BHHMaHHE Ha Ty HH(OPMAIHIO, KOTOPYIO BBI MPOIYCTUIIN BO BPEMSI TIEPBOTO MTPOCTYIIUBAHUSI.

Pacnonoxenne coObITHH WM HH(POPMALIMHU B ONpeieIeHHOM NMOps/Ke (sequencing)

[lepen nepBBIM MPOCIYIIMBAHUEM ayIHO3AMUCH BHUMATEIBLHO MPOYUTANTE MHCTPYKIUIO
U TIOWMUTE, 4TO TpeOyeTCs:

- paccTaBUTh JaHHYIO HHGOPMAIMI0O B TOM IMOPSAKE, B KAKOM OHa TMOSBISAETCS B
ayJIMO3anuCH - CKOHIIECHTPUPYHUTECh HA MOHUMaHUK UHGOPMAIIUU U HE o0paliaiite BHUMaHUE Ha
MIPUYMHHO-CIICJICTBEHHBIE CBA3U MEXK1Y OTACIbHBIMU YaCTIMU ayJAUOTEKCTA;

- PpacMOJOXUTh COOBITHS B XPOHOJOTMYECKOM TIOPSAKE - TOTJAAa HYXHO OOpaTHTh
BHHMaHHE Ha MPEJJIOTH, 0003HAYAIOIINE MTOPSIA0K ICHCTBHUI.

BHumarensHO mpouMTanTe 3aJaHue, MOIBITAUTECh NMPEAYraaarb, O YeM HOUAET pPedb B
ayM03aIMCH.

BHuMarenbHO mpocnylianTe 3amnuch U OTMETHTE OTBETHL. MOXXHO OTMEUYaTh OTBETHI B
npouecce MpOCIyIIMBAaHUS, HO €CJIIM 3TO Bac OTBJIEKAET, CKOHIECHTPUPYHUTECh Ha TOWU
uH(}OpPMAIIUU, KOTOPYIO BB MPOITYCTHIIH/ HE TIOHSJTU B TICPBEIN pa3.

MHuoxecTBeHHOe cooTBeTcTBHEe (Multiple matching)

1. Tlpex e, yeM NPUCTYNUTH K MIPOCTYIIMBAHUIO, BHUMATEIHLHO MPOYUTANTE HHCTPYKIIUIO
u pa3beputech, 4YTO TpeOyeTcs B 3aJaHUH.

2. Ecnm B 3amanuu TpeOyeTcs ONMPENeIuTh KTO TOBOPHT, MO0 K KOMY OOpaleHa pedb,
1100 MECTO, T1Ie MPOUCXOAUT Oece/a, BO BpeMsl MPOCIylInBaHus oOpaliaiiTe BHUMaHUE Ha CIIOBa
Y BBIPQKCHHUSI, XapaKTePHBIC JJIs JAHHOTO MECTa MO0 JAHHOH JINYHOCTH.

3. Ecnu B 3amanum Tpebyercs ONpeAeNnuTh, K KaKOMY THITy TEKCTOB MpPHHAJJIEKAT
MPOCITYIIIAHHBIE OTPBIBKH, OOpaTHTEe BHHUMAHWE HA BBIPAKEHUS W OOOPOTHI, XapaKTEPHBIC IS
JIAaHHOTO THUIIa TEKCTa.

4. Ecnu B 3amanuu TpeOyeTcss COOTHECTH 3aroJIOBKH, MOI3ar0JIOBKH WM TPEIIOKEHHUS,
KOTOpBIE MOJBOISAT MTOT TEKCTAa HJIM €ro YacTh TO, MOCTYIIaB KaXAYyI0 4acTb, MOMPOOyiiTe
KpaTKo CQOpPMYIUPOBaTh TJABHYIO MBICIh TMPOCIyImIaHHOro. [loMHUTE, YTO 3aroJioBOK,
M0/13ar0JIOBOK JIOJDKEH BBIPAXKAaTh KPATKOE CoAep aHHe UIU (OpMYyIUPOBATH TJIaBHYIO MBICIb
dbparmMeHTa, HO U3JIaraeT 3TO APYTHUMH CIIOBAMHU, HE KOTTUPYsSI AyTUOTEKCT.

5. Ilocne nmepBOro MpoCIyIIMBaHUS TOCTAPANTECh OTMETUTH OTBETHI, @ BO BPEMsI BTOPOTO
MIPOCIYIIUBAHUSI CKOHIICHTPUPYUTECh HA TOM MH(OpPMAIIUM, KOTOPYIO BBl HE MOHSIIA B TIEPBBIM
pas.

6. ITocie MOBTOPHOTO MPOCIYIIMBAHUS 3ATIOJIHUTE JIUCT C OTBETAMHU H €I1I€ Pa3 MPOBEPHTE
MPaBUIBHOCTh OTBETOB.

IMocaeTexkcTOBBIN dTAN

VYcraHoBIEHUE COOTBETCTBUS NPHUBEACHHBIX YTBEPKIECHUW K MPOCITYIIAHHOMY TEKCTY
(True/False)

1. Ilpexne, yeM TPUCTYNHUTHh K MPOCIYIIMBAHUIO, BHUMATEIBHO MPOYUTANTE 3a/laHuE U
YTBEPKICHHUS.

[loMHUTE, 4YTO B 3aJaHUAX TAKOrO THUIA TMOPSJOK TPUBEICHHBIX YTBEPKIACHUN
COOTBETCTBYET TOMY MOPSIKY, B KAKOM HHGOPMAIIUS JACTCs B 3aIHUCH.

2. Ilpm mpociaymuBaHUM oOOpaTUTe BHHMMAaHHWE HA OTPHUIATENbHBIE MPEUIOKECHHUS,
MMOCKOJIPKY TPAaBWJIBHBIA OTBET 4acTO MMeeT (HOpMY YTBEPAUTEIHHOTO MPEITOKEHUS, KOTOPOe
BKJIFOYAET CJIOBO, IIPOTUBOIIOI0KHOE 11O 3HAYEHHUIO TOMY, YTO MIPO3BYYAJIO B AyAUO3AIUCH.

3. IlpocnymaiiTe 3anUch U OTMETHTE CBOU OTBETHI.

Bo BpeMst BToporo npociyirBaHusi IPOBEPbTE CBOU OTBETHI.

OtgBeTbl Ha Bonpockl. (Answer the questions)

[Ipexne, yeM IpUCTYNUTH K IPOCTYIIMBAHUIO, BHUMATEIbHO IPOYUTANTE BOMPOCHI.

[Ipu HEOOXOMMMOCTH TIEPEBEAUTE BOTIPOCHI HA PYCCKUM S3BIK.

[Tpu nmpocnymmBaHuu 00paTUTE BHUMAaHUE Ha 3allpamiiBaeMyro HHHOPMAITHIO.
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[Tocne mpocnymuBaHus OTBETHTE HAa BOMPOCHI, UCTIOIB3YsI MPOCTYIIAHHYIO HHPOPMAITHIO.

3anoanenne Tadauusl. (Filling the table)

1. Ipexnae, 4eM MPHUCTYNUTh K MPOCITYIIUBAHUIO, BHUMATEILHO IMPOUYTHUTE 3aJlaHUE U
H3YYUTE MPEIOKEHHYIO Ta0IUIy (CTPYKTYPY).

2. Ilpu mpociymuBaHuM oOpaTuTe BHMMaHUE Ha HH(GOPMAIHMIO, HEOOXOIUMYIO s
3aMOJIHEHUS TaOJIUIIBI.

3.Ilocie mepBOro MpOCITyIIUBAHMS TOCTAPAUTECh OTMETHTD OTBETHI, @ BO BPEMsi BTOPOTO
MPOCITYIIMBAHUS CKOHIICHTPUPYHTECh Ha TOW MH(OpMAaLMK, KOTOPYIO Bbl HE MOHSUIM B MEPBBI
pas.

4. Tlocrne MOBTOPHOrO MPOCIYUIMBAHUS 3alOJHUTE TaONMIy W elle pa3 MpPOBEpPhTE
MPABUIILHOCTH OTBETOB.

5. Meroauyeckue peKOMEHJANUM IO OPraHu3auMu padoThl MO NMOATOTOBKE M
NPOBeeHHI0 YCTHOI0 COO0IEeHH

Chopmynupyiite Temy cooOlieHus 1o mpobieMe,  NPaBUIBHO O03arjiaBbT€ CBOE
coo011eHue.

CocraBpTe Mm1aH (KpaTKHii WM pa3BEpPHYTHIN) CBOET0 COOOLICHHUS.

B cooTBercTBUM C IMJIAaHOM TNPOAHAIM3UPYHTE JHUTEPATypy: TEKCTHI, CTaThH W3 TaserT,
JKYpPHAJIOB.

[TonGepuTe U3 HUX MUTATHI, WLTIOCTPATUBHBIN MaTepHUall.

[TponymaiiTe, KakMMH SI3BIKOBBIMU CPEICTBAaMU Bbl OYIETE IMOJb30BATHCS, BBIMHUILINTE
HEOOXOUMBIC BBIPAKCHHUS, KIIFOUEBBIC CJIOBA, pPeUeBbIe O00OpPOTHI, OTAEIbHBIC (pa3bl. TekcT
COO0O0IIIEeHHUs JOHKEH COCTOSTh U3 IPOCTHIX MPEAJIOKEHUNH U OBITh KPATKUM.

6. Haunute cooOlienre, HanmpuMep, ¢ TaKUX BBIPAXKEHUMN: 5 XOUy pacckasarh O..., Peub
UJET O...

7. O603HaYbTE BO BCTYIJIEHUH OCHOBHBIE [T0JIOKEHHUS, TE3UCHI CBOETO COOOIIEHUS.

Ob6ochyiite, nokaxure (akTaMu MPUMEPaMHU, HMPOWJLTIOCTPUPYHTE B OCHOBHOW YacTH
COOOILIEHUS ITH TE3UCHI.

9. 3akonuuTe coolmieHue, 0003HAYbTE pE3YNbTAT, CAENIalfTe BBIBOJ: IMOABOJS HTOT
CKa3aHHOMY.

10. BoIpa3uTe cBO€ OTHOIICHHE K U3JI0)KEHHOMY: 110 MOEMY MHEHHUIO. . ..

11. Ilocrapaiitech n3naratb CBO€ COOOIIEHNE IMOLIMOHAIIBHO, B YCTHOU (popme (He uuTas,
a JIMIIb U3PEeJIKa 3arjsiibIBasl B TUIaH U 3a4UTHIBAs [UTATHI).

3aroOMHHTE: YKpalIaloT COOOIIEHWE, MPUBIEKAIOT BHUMAaHHE CIyIIAaTeNel, MMOMOTaioT
Oosee TIyOOKO MOHSITH COJAEP)KAHHWE WILTIOCTPATHBHBIA MaTepuai: CXEMbl, TaOIUIbl, PUCYHKH,
KOTOPBIC JJOJKHBI OBITh OPUTHHATBHBIMU M KPACOYHBIMH.

Ecnu BBl BBHIMOJNHSETE 5TH PEKOMEHAIMH, TO Balle cOOOIIeHHe OyneT WHTEPECHBIM U
MMOHATHBIM 151 COOECETHUKOB.

6. MeToauyecKkue peKOMeH/IAlMH 10 HATTMCAHMUIO 1eJ10BBIX MUCEM

1. 3yunTe npaBuia HaMCaHUs JEJIOBBIX ITUCEM.

- COCTaBJICHHWE MHUChMa HAUMHAETCS C Balllero oOpaTHOro ajapeca, KOTOPHIN MHIIETCS B
MIPaBOM BEPXHEM YTy cTpaHUIlbl. [Ipu 3TOM coOmrogaeTcsi 0OpaTHBINA MO CPABHEHHUIO C PYCCKUM
MOPSAIOK HAMKCaHUs: HOMEp J0Ma, yIuIla, TOpojJ, MOYTOBBIA HHIEKc, cTpaHa. [lox ampecom
TaK)Ke YKa3bIBACTCS J]aTa MOATOTOBKH IMHChMa

- ClieBa MUIIYTCS MM, TOJDKHOCTH MOJydaTess U aJpec KOMIaHUHM WM OpTaHU3aIiH, U
PeIMET, 0 KOTOPOM TTOMJIET peUb B MIHUCHME.

- MPUBETCTBUE: €CIU Bbl MUIIUTE B KOMITAHUIO WIU OPTaHU3AIMIO B IIETIOM, a HE K
KOHKPETHOMY YeJIOBEKY, Bbl OOpamaerech «YBakaeMmble rocmoaa»- Dear Sirs;

€CJIM BBl TUIINTE YEJIOBEKY, KOTOPHIN 3aHUMaET ONpPeAeIeHHYIO TOJKHOCTh, HO HE 3HAETE
ee/ero (hamuiIu, BBl OOpaIaeTech «YBaXkaeMblii rocmouH | Magam» - Dear sir/Madam;

€CJIM BBI 3HaeTe (paMHUIIUIO aapecara, Bl 00palaeTech «Y BakaeMblil TOCIIOJIMH | TOCTIOKA
Terbapu» - Dear Mr./Mrs. Tetbury;

- TeéMa WM CYTh MPOOJIEMbI HAXOIATCS BU3YAIbHO B CEpENHE MUCHhMa;
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- 3aKJTIIOYUTENIbHAS YacTh MOXET COJIepKaTh TaKue CTaHAapTHBIE (pasbl, kak «braromapto
Bac 3a corpyaaudectBo» (Thank you for your cooperation), «XKny ot Bac orBera» (Looking
forward to hearing from you);

- KOHeI mUchMa MOXXeT BKIouaTh (pasel «Mckpenne Bam» (Yours sincerely), eciau
u3BecTHa Gamwims anpecata, u ¢ «CoBepmieHHbIM moureHueM» (Yours faithfully), ecnm
dbamunus agpecata HEU3BECTECHA,

- MHUCBMO MOXHO 3aKIIOYHUTh cioBamMu «C Hamnmydmumu noxenanusmm» (With best
wishes).

2. 3yunrte CTpyKTypy AETOBOTO MUCHMA.

obpatHbIii agpec ormpaBuress — address;

ara moArOTOBKHY mucbma — date;

azgpec moaydaress — addressee;

ccouika - reference (Ref);

npuBercTBre — Salutation;

tema — regarding (Re)/ subject;

cyTh mpobieMbr — problem;

3aKIIIYMTeNbHAs YacTh — Closing;

KoHell mucbma — ending;

nonKuch — signature;

JOJKHOCTB OTIPaBUTEIIS — POSition;

npuioxenus — enclosure (Enc).

3. Ilpounraiite nuceMo-oOpasen. Beoimuimnre HeoOxoauMble Gpas3bl U KIHUIIE JEIOBBIX
MTHCEM.

4. IlepeBeauTte MUCEMO-00pasell Ha PYCCKUH S3bIK, HCIONb3Ys CIOBAPb.

5. CocTaBbTe 1€JI0BOE MTUCHMO U 0()OPMHUTE €T0 COTIACHO MEKIYHAPOIHBIM TPEOOBAHUSIM
K HaIllMCaHUIO JAETOBOU JOKYMEHTAIIHUH.

7. MeToau4ecKue peKOMeHIAIMHU M0 COCTABJIECHUIO MPe3eHTalui

1. U3yunte mpaBuiia COCTaBICHUE MPE3ECHTAIUH.

TexHu4ecKkne MOMEHTHI:

- UCTIOJIb3YHTE OTAENbHbIC TUCTHl OyMaru Uiy Clanbl;

- Ha Ka)XXJIOM CJIaiijie BBIIEISETCS OT 3 10 5 BOMPOCOB;

- TEKCT JOJIKEH OBITh JIETKO YMTA€MbIM Ha PACCTOSIHUU, KPAaTKUM U COJEpPKaTh INIaBHYIO
MH(}OpMaIHIO.

2. V3yunte CTpYKTypy Mpe3eHTaLlUN:

- BCTYNHUTEIbHAS YaCTh C YKa3aHUEM Ha3BaHUS MPE3CHTAIUY;

- KpaTkoe coaepxanue (1 craiin);

- ocHOBHOe conepkanue (10-15 cnaiinos);

- UTOroBasi HGOpPMAaIus;

- 3aKJTFOYHUTEIIbHAS YaCTh, BBIBOJ.

3. O3HaKOMBTECh C PEKOMEH/IAMHU M0 YCTIEIIHOMY MPEICTaBICHHUIO MPE3eHTAIUH.

Ha cragum nmoaroroBku:

- y3HAlTE ayAUTOPHIO, €€ TOTPEOHOCTH U YPOBEHb TOHUMAaHUS;

- TOATOTOBBTE 00OPYIOBAHUE JIJISl OPTAHU3AINH U TIPEICTABJICHUS TTPE3CHTAIINH;

- CIUTAaHUPYWUTE TUTaH U CTPYKTYPY MPE3eHTAINH;

- HaITUTIWTE Ha OTJCIIBHBIX JTUCTaX OyMaru KIItOUeBYIO HHPOPMAIIHIO;

- IOCTapaiTech 3alIOMHUTH TEKCT MPE3CHTAIINH;

- MOJATOTOBBTE HATJISIHBIA MaTepua (TaOnuIlsl, Tpadukn).

IIpe3enranus:

- IPUBJICKUTE BHUMAHUE Ay TUTOPUH K TIPEIMETY BaIllero COOOIICHHS,

- HAYHHUTE MIPE3EHTAIHIO BOBPEMSI;

- IpUIepKUBaiTECh BpEMEHHN OTBEJCHHOMY Ha KaXKIbIi cllaif]] (BOIpoc);

- HE OTBIIEKAWTECh Ha JIPYTUE TEMBI;
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- 3aKOHYUTE BBICTYIUIEHUE BOBPEMS; HE 3aTATUBAITE BHICTYIUICHHUE.

«SI3p1k Tenma». Body language.

HajaabTe NPAMOU KOHTAKT C AyJUTOPUEH;

HE TOBOPUTE C TEXHUKOM MJIM 3KPaHOM, Bcer/ia oOpaliaiTech K ayIuTOpUH;

ynbpI0aiiTeck, Koraa 3Toro Tpedyer CUTyanus;

UCIIOJIB3YITE KECThl IPU 00BICHEHUY;

cTapaiTech BO BpeMs IIPE3EHTALNN HaXOAUTHCS HA OJTHOM MECTE;

4. BeibepuTe TEMY Mpe3eHTAIUH.

5. OTbepute HEOOXOAUMOE COMEpIKAHUE (JIEKCHYSCKUN M rpaMMaTUYECKU MaTepuan).6.
Co3znaiite nmpe3eHTanuio B mporpamme Power Point.

7. IlpencraBpTe IPE3EHTALUIO B KJIacCe.
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JINCT BHECEHHA U3BMEHEHNI K METOAMYE€CKHM PEKOMEHIANUAM IO NTIPAKTUYICCKUM 3aHATHAM

Homep u nara
pacnopsIUTEIbHOTO
JOKyMEHTA O BHECEHUHU
VU3MEHECHHN

JlaTa BHECEHUS
N3MEHEHUHN

Conepxanue
N3MEHEHUH

®.1.0. nuna,
OTBETCTBEHHOTO 3a
W3MEHCHHE

IToamce
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