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INTRODUCTION

The instructions presented were designed for #erners studying for
gualifications in Management in Hospitality and Tiesm and deal with the English
language from the students’ potential occupatipeaspective.

The booklet contains materials developed for twodules taught to the
students of the extramural department during thersyear of their education at the
academy.

Each module consists of two sections: the reashifand the language focus
section. The reading skill section is based onenitb materials for those who are
going to get employment in hospitality and touriand therefore equip the learners
with the necessary professional acquisition. Tisggaleveloped are focused on the
general comprehension of the texts offered as agetin the development of students’
problem solving abilities that can be of speciadad in their future job. The
language focus section aims to teach practical gr@maspects supposed to be
considered during the second year of study. Thengpar revision is supplemented
with exercises to consolidate the knowledge gained.

The following instructions are supposed to provpdefessional knowledge,
functional language practice as well as the hoyitand tourism vocabulary
enrichment.



MODULE 3
READING
TEXT 1

SEGMENTS OF THE LODGING INDUSTRY
A portion of an industry that is characterized bpaaticular trait or a set of

traits is called a segment. Segments of the lodgfidgstry are typified by the level
of price, luxury, and service, and are ranked flomto high as follows:

* Economyl/limited service hotels

* Mid-market hotels

» All-suite hotels

» First-class hotels

* Luxury hotels

Economy/Limited Service Hotels

An economy/limited service hotel provides efficiesainitary private rooms
with bath. The furnishings and décor are acceptbthe majority of travellers. The
first budget motels did not have televisions oepélones in the rooms, but these
amenities are now standard at most properties. Raddeverage service may not be
available, and bell attendants, door attendantd,camcierge services are virtually
nonexistent. Room rates typically range about disgnt less than a first-class hotel.
To maintain low-end rates, economy/limited senhogels are located on inexpensive
real estate and constructed at relatively low cOgterating costs are kept low by
eliminating food and beverage service and emplogmgll staffs.

Mid-Market Hotels

Besides comfortable accommodations with privatéhdyad traditional mid-
market hotel also offers on-premises food and l@geerservice and employs a
uniformed bell staff. Sometimes called a touristssl or standard hotel, a mid-market
property offers above-average luxury and comfonpr@fessionally designed decor,
and on-premises food and beverage service. Mid-eharkcommodations may have
scenic views or advantageous locations.

All-Suite Hotels

All-suite hotels were created to compete against-@lass hotels by offering
above-average facilities at mid-market rates. Adgipall-suite hotel offers separate
sleeping and living areas, along with other besediich as a kitchenette and a
stocked bar. Some properties offer food and beeesagvice and employ bell staffs,
whereas other properties are designed for extesiagd.

A variation of the all-suite hotel, the condominiumatel, is a fully equipped
apartment complex that rents accommodations ftwoa $erm. Condominium hotels
are typically located in resort areas as altereatto full-service luxury properties.

All-suite hotels are presently one of the fastesiwing segments of the
lodging industry.



First-Class Hotels

First-class hotels may be luxurious or near-luxusiovith outstanding comfort
and décor, a highly trained and competent staffi, \wry good food and beverage
facilities. First-class hotels are also called exee-class or superior hotels. They
have luxury suites, two or more dining rooms, ancbektail lounge. Many of the
rooms have excellent views, refrigerators, and/fsdbcked bars.

Luxury Hotels

The segment represents the highest standard dfena®in the level of luxury
and comfort; cleanliness and efficiency; staff salexation, competence, and
courtesy; and diversity and quality of food and drage service. A typical luxury
hotel, also called a deluxe hotel, has at leaspé&zoent of its space devoted to luxury
suites, and two or more dining rooms, usually arget-style dining room and a
family-style restaurant, both which are themselighly rated as restaurants. All or
nearly all rooms have outstanding views, locat@mambience.

Properties that offer the very highest level ofuyxare categorized as grand
luxe.

1. Read the text and answer the following questions

1. What forms a segment of a particular industry?

2. What are the segments of the lodging industtgrdened by?

3. How do economy service hotels manage to keepelmivroom rates and be
therefore affordable for most travellers?

4. What particular features distinguish mid-marketels from economy service
hotels?

5. What stimulated the appearance of all-suitelbate the lodging market?

6. What makes the segment of all-suite hotels be @inthe most dynamically
developing on the modern hospitality market?

7. What terms can be used very often to referrgt-6lass hotels? What are the first
class hotels typical characteristics?

8. What segment of the lodging industry is typifledthe highest level of luxury and
comfort?

2. Decide what lodging industry segments are chartrized by the following
distinguishing traits.

a) d)
b) e)
c)




the highest standard
of excellence in the
level of luxury and
comfort;

staff specialization,
competence,
courtesy;

diversity and high
guality of food and
beverage service;
outstanding views;
very high room rates

comfortable
accommodations
with private baths;
uniformed bell staff;
on-premises food
and beverage
service,
above-average
luxury and comfort
at reasonable prices
scenic views or
advantageous
locations

luxurious or near-
luxurious hotel;
exceptional comfort
and décor;

highly trained staff;
luxury suites;
better-than-average
food and beverage;
two or more dining
rooms, cocktail
lounge;

fully stocked bars
excellent views;

b)

efficient, sanitary
private rooms with
bath;

small staff;

bell attendants,
door attendants,
concierge services
are often
nonexistent;

food and beverage
service may not be
available;

located on
inexpensive real
estate;
constructed at
relatively low cost;
quite cheap room
rates

d\

above-average
facilities at mid-
market rates;
separate sleeping
and living areas;
kitchenette,
stocked bar;

food and beverage
service;

bell staff;

invented to
compete with first-
class hotels




3. Give examples of each lodging industry segmeint Ukraine. Make a list of
their distinguishing features.

TEXT 2
PROPERTY TYPES
Within each industry segment are various types mp@ties that target
different travel markets. Hotel properties areinftasic types:

Traditional hotels

Motels

Resorts

Convention /conference hotels
Resident hotels

Bed and breakfast inns

oGk wNE

Traditional Hotels

A traditional hotel is modeled after the basic aptcof private rooms with
bath, front desk services, bell service, and food beverage service on the same
premises. Parking facilities may or may not be laée. Most mid-market, first-
class, and luxury hotels fall in this categorywasdl as full-service all-suite hotels.

Motels

A motel is typified by convenient access to a malmroughfare and ample
parking facilities for guests, usually without oremises food and beverage service
or bell service. A standard motel has one parkpars per guest room. Motels with
50 or more private rooms, front desk services, lagltiservice are sometimes called
motor hotels.

Resorts

To meet the changing needs of leisure travelteaslitional hotels adopted a
variety of amenities, such as swimming pools, tentourts, and golf courses,
exercise facilities, and health clubs. As propsriégpanded their facilities, a new
type of lodging establishment was born — the resort

The resort business has undergone many change=etaime changing tastes of
leisure travellers. When jet travel became widemreresorts in more remote
destinations began to attract large numbers dfovssi

Social and business trends have exerted an enormfswsnce on the resort
industry. Over the last decades, two highly profgaresort categories emerged: the
specialty resort and the convention centre.

Specialty Resorts
The health and fitness trends of recent years enlemtdemand for resorts that
specialize in weight control, regimented exerciseg cosmetic surgery. Numerous



health-oriented resorts arose with specializedisesvand facilities. The health fad
also brought new life to old spas.

Besides fitness, the popularity of outdoors ad@sitgave rise to resorts
specializing in particular activity such as skiisgort fishing, or scuba diving.

Convention or Conference Hotels

Because there are more conventions and meetingstlmowat any previous
time, there are also more convention centres. A@ation hotel may be a traditional
resort that hosts meetings or a facility constiatspecially for conventions and
conferences.

To convention groups, the resort has become tleal i@nvironment for
shedding the distractions of the city and focusimg business in a relaxed,
comfortable atmosphere. Many traditional resortgen@modeled their facilities to
better accommodate large convention gatherings.

Typically, conventions are scheduled during thésefson, conveniently
lengthening the resort season. The additional e®rearned from the convention
trade are so essential for many resorts that acoolatimg groups may be a priority,
on or off season.

Although resorts are often used for conventi@pgcially designed and built
convention/conference centres with large exhibltshand numerous meeting and
banquet rooms are the mainstay of the conventiosinbss. Many of these
conference complexes are constructed with fundiomflocal governments that are
eager to attract conventioneers and tourists tar ttides. To support a large
convention centre, a city must be serviced by aomaiyport capable of handling a
large volume of passengers.

A typical convention hotel hosts over 100 convamti per year, has more than
200 rooms, and is located in a popular conventityn c

Conference hotels are similar to all-suite prapsrtwith conference rooms in
many or all accommodations. A typical conferencdehanay offer secretarial
services and provide guests with access to equipswh as photocopy and fax
machines or desktop computers.

Resident Hotels

A resident hotel is any lodging establishment desigprimarily for extended
stays. Most such properties offer reduced rateswieekly, monthly, or seasonal
rentals. Some resident hotels have contracts witial Ibusinesses, or schools to
provide temporary residence to executives, cordractemployees, or students.
Others cater to special segments of society, sa¢cheawealthy, elderly, or transient
population.

A typical resident hotel offers suites or privatmms with bath, front desk
service, bell service, and security. Limited fooddabeverage service may be
available, but most suites in a resident hotel Hally equipped kitchens.

About two percent of hotels are operated excligias full-time residences.
Many offer a high degree of security, includingraformed guard at the entrance.
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Bed and Breakfast Inns

The bed and breakfast inn originated as a prirediglence offering temporary
guarters in a home-style atmosphere, with a daialnincluded at no additional
charge. Bed and breakfast inns are usually situatedcenic areas, historical
residences and even lighthouses.

The recent rise of bed and breakfast inns istdusolidified ties with travel
agencies and tour wholesalers. Many inns now payassions to travel agents who
book reservations with the properties.

1. Read the text and answer the following questions

1. What main concept is a traditional hotel bas&?l o

2. In what hotel type is the availability of pargifacilities supposed to be
obligatory?

3. What modern facilities make resort hotels popwith leisure travellers?

4. What specific tourists needs are specialty teswrented to?

5. Why have resorts hotels become of great demaasid@d@ecial popularity with the
organizers of conventions and other public events?

6. What needs are resident hotels primarily desidoe?

7. What stimulates the rapid development of bedkardkfast inns?

2. Indicate the hotel types according to the defitibns given below.

1 a hotel with parking facilities and other a an airport hotel
services for motorists, normally situated
on a highway

2 a hotel offering long term accommodations b a casino hotel

3 a hotel normally situated at a tourist resort by = a B&B hotel
the sea or in the mountains

4 a luxurious hotel with the main purposeto d a commercial hotel
support some gambling operation
5 a hotel with meeting and exhibition facilities, e a residential hotel

audio-visual equipment and banquet rooms
for large and small groups

6 a hotel normally situated in the city centre a resort hotel
catering mainly to business clients

7 a small family type hotel where the guests arg a motel
offered domestic comfort and cuisine

8 a hotel situated near an airport h a conference hotel



3. Give one example of each of the main property pyes in your local market.
Give some information concerning the services and@déilities of these hotels.

TEXT 3
CLASSIFICATIONS AND RATINGS OF HOTELS

Michelin travel guides, published in France, ingthe practice of classifying
and rating lodging establishments. Numerous otfaset guides, trade associations,
and government agencies have also attempted teifgldl®tels, for the information
of travellers. In total, more than a hundred ratsygtems have been developed
worldwide.

Lodging establishments are sometimes classifie8iby, as measured by the
total number of guest rooms. The top end includaslé with 300 or more rooms,
and at the low end are hotels with fewer than Ziin® However, in recent decades,
the average size has tended to increase, andfgliagdiotels by number of rooms is
no longer very meaningful. Numerous hotels now hawere than 300 rooms,
including budget motels, mid-market properties, axdiry resorts.

Most travel references group lodging establishmdaytsclass — the overall
guality of the accommodations and services. Theofi@an rating system groups
hotels into three broad classes and rates eaclenbyapn a scale of one to five stars.
Deluxe hotels are the top category, followed bsgtfelass and, finally, tourist class.
All four-star European hotels have restaurants @wktail lounges. Some three-star
hotels have on-premises food and beverage sebut@o two-star properties do.

The American Automobile Association (AAA) awardseato five ‘diamonds’
as a measure of a hotel's overall quality. One dianrepresents minimum
standards, while five diamonds indicates the higlee®! of luxury and service.

Some government rating systems rely exclusivelypoge to rate hotels.
However, most systems use the following criteriavaluate properties:

* number and types of rooms

» elegance and comfort of surroundings

» room efficiency

» cleanliness and sanitation

» staff size and specialization

» range and level of services

» reservation and referral services

» quality and diversity of food service

» bar and beverage service

» accessibility to entertainment and activities

« available transportation, such as shuttle or bug® on-premises car
rental, and so forth

» courtesy and helpfulness of personnel.

The most widespread classifications @tar system’, used in France, Austria,
10



Hungary, Egypt, China and in many other countriggstem of letters’ in Greece,
typical for Great Britain ‘system of ‘crowns’; ‘sggn of digits’ etc.

In Greece the ‘letter system’ is used, althouglthenhotel facades one can see
usual ‘stars’ as well. All Greek hotels are dividatb 4 categories: A, B, C, D. The
hotels of category A are equal to 4****class hotdls—3***, C —2**. In Greece «de
Luxe» is the highest (and not the rarest) categohptel classification. English hotel
classification is rather complicated. Usually thare not stars, but crowns on the
hotel facades. To transform the ‘crowns’ into ‘staone should take one crown away
from the general amount of ‘stars’. Italian hotdassification is also rather
complicated, and there’s no ‘star’ scale in thentopu According to Italian standards,
the hotels are divided into three categories: fiegegory is approximately equal to
4**** level, the second — 3***, the third — 2**.  Spain there is also rather
interesting classification of lodging facilitiesotels — (from 1* to 5*****); cottages,
bungalow, apartments (from 1* to 4****); travellingns (from 1* to 3***); hostels
of three categories.

Some members of the hospitality industry have aaim six or seven-star
rating for their operation. As no organization ornmhal body awards or recognizes
any rating over five-star deluxe, such claims aeaningless and predominantly used
for advertising purposes. The Burj Al Arab hotelDubai is widely described as a
‘seven-star’ property, but the hotel says the labiglinates from an unnamed British
journalist on a press trip and that they neitheoenage its use nor do they use it in
their advertising. The Seven Stars Galleria is &elhtmcated in Milan, Italy. It
describes itself for marketing purposes as thedimfirst seven-star hotel, citing the
private inspection company Société Geénérale deefllance, although official star
classification in Italy includes no rating high&éanh five-star. The hotel is a member
of luxury hospitality trade organisatidrne Leading Hotels of the World

1. Read the text and answer the following questions

1. What travel guides started the practice of clasgifand rating lodging
establishments?

2. Is there an integrated world system of lodgisiglelishments rating?

3. What criterion of hotels classification has bdaamost common for many years?
Why has this criterion become less meaningful?

4. How does the European rating system group ladgatablishments? What is the
system based on?

5. How does the American Automobile Association matehotels overall quality?
6. What are the main criteria most government gagystems use to evaluate
properties?

7. What other classifications exist in differentiatries except for the ‘star system’?
8. Are seven-star hotels considered to be officiatognized?

2. Find the appropriate description of each elementof the star rating
classification approved by the English Tourism Couail.
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These hotels are more formal style hotelglyi
to be larger than one and two-star ones, with a
greater range of facilities and services. Bedroom
accommodation is spacious and designed for comfort
and convenient use, including colour television,
telephones, radios and desk/dressing table areas.
Public areas include a restaurant, a lounge seating
and a barMore formal service includes a staffed
Reception desk. Dinner is provided seven nights per
week and light snack lunches are available in dre b
or lounge, together with a wide range of drinks.
Continental breakfast is available from Ropm
Service. There is a laundry service available.

xx

These hotels tend to be small, privately owned
properties, including resort hotels, inns and small
commercial hotels. Accommodation offers a good
degree of space and convenience. Décor |and
furnishings may be simple but are well maintained.
All bedrooms will have en-suite or private facdsi
Services may be limited but efficient, provided |by
proprietor, management or well-trained staff.
Breakfast is offered daily to residents and their
guests. Dinner is available at least five nights |pe
week.

More formal service is expected at this leyel.
Accommodation is of a very high standard, offering
a wide range of facilities and services. All bednso
are designed and furnished for comfort and ease of
use, with very good quality furniture, beds andt sof
furnishings. All rooms have en-suite bath and
shower facilities. Service reflects attention tdadle
and quality. There must be a formal reception |and
porters’ desks with uniformed staff offering| a
proactive style of service. The restaurant opems fo
lunch and dinner seven days per week. Serious
attention is paid to food and drink. Table senige
available in the bar or lounge. Cooked and
continental breakfast is available, cold snacks |and
beverages are available from Room Service 24 hours
per day. Where leisure facilities are provided they
are of a high quality, very well maintained and
supervised as appropriate.

12



4 *EXX

Accommodation must be of luxury quality w
services to match. Spacious bedroom suites

h
and

—+

public areas are typified. A selection of caterfing
options offers cuisine and service of the highest

international quality. Extensive range of facilt
provide leisure, retail and conference servi
Highly trained, professional staff guaran
exceptional level of anticipatory service.

e
Ces.
[ee

5 bt b

An acceptable overall level of quality,

an

adequate provision of furniture, furnishings and

fittings are typical. These hotels tend to be senall

privately owned properties. Accommodation

simple and practical with limited facilities and

IS

services. At least 75% of bedrooms are en-suite or

private bath/shower rooms. There is an eating
offering breakfast to residents and their guests a

area

licensed bar or lounge. Dinner may or may not be

offered. Friendly and courteous staff offer effrdi
but limited service.

D

3. ROOM TYPES

1-...

Match the following descriptions with the room types.

SUITE

FAMILY ROOM
TWIN ROOM
SINGLE ROOM
PENTHOUSE

a room occupied by one person
a room with one large bed for two people

a room with two single beds for two people

CONNECTING ADJOINING ROOMS

DOUBLE ROOM

TRIPLE ROOM

JUNIOR SUITE

LOUNGE or SITTING ROOMPARLOR, Am.E.)

a room with three single beds, or a double bedsand

single bed, suitable for occupation by three people

a set of two or more rooms including a bedroomand
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sitting room

a large room with a partition to separate the baairo
area from the sitting room area

a well-furnished and luxurious suite at the tophaf
building

a room with four or more beds, particularly suiebl
for a family with children

a room not used as a bedroom, where guests may
read, watch television, etc.

two or more rooms with a door to allow access from
one room to another

3. FOOD PLANS
Find the food plan corresponding to the description

CONTINENTAL PLAN (CP) EUROPEAN PLAN (E)
FULL AMERICAN PLAN (AP) MODIFIED AMERICAN PLAN (MAP)
DEMI PENTION

The rate includes three full meals and a
room. Full board or full pension.

The rate includes breakfast, dinner and
a room.

The rate includes breakfast and lunch
or dinner and a room (half board).

No meals are included in the room rate.

The room includes breakfast and a
room (‘Bed and Breakfast’).

TEXT 4
CAREER OPTIONS IN THE LODGING INDUSTRY
Hotels are amongst the most visible and importapeets of a country’s
infrastructure. Hotel industry is a closely linkethie to the tourism industry. A
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number of factors like promotion of tourism andidadustrial progress have given
a boost to hoteliering. The recent liberalisatidntrade and the opening up of
economy will further lead to revolutionary growththis sector.

With increasing globalisation, career opportuniireshis field are not limited
within the country. There are chains of hotels Whoperate internationally providing
plenty of scope for a career abroad. It is a demgnprofession with a bright future.
With the growth of hotel industry propelled by famype and domestic tourism and
business travel, the demand for well trained quahérsonnel has been growing
impressively.

The diversity of experience in hotel managemergreater than in any other
profession. Hotel industry involves combinationvairious skills like management,
food and beverage service, housekeeping, fronteofiperation, sales and marketing,
accounting.

One can enter this field by direct entry or throbgitel management institutes.
For direct entry the vacancies are generally athesttin the newspapers. The
employees are trained by the hotels themselvesgumlified personnel are always
given a higher preference.

They should have a good organizational backgroarckgllent communication
and interpersonal skills, strong commitment and-distipline. One must be an
extrovert, co-operative, polite and respectful® guests, have patience to deal guest
criticism even when you know you are right, willibgy work hard even extra hours
and be cheerful.

A hotel consists of a number of departments sucDerations, Front office,
Housekeeping, Food and Beverages, Accounting, Eergimg/ Maintenance, Sales
and Security. Each department has a number ofigosithat one can opt for.

ORGANISATION OF A MID-MARKET HOTEL
Administration
The administration is headed by an executive diremt general manager. The
executive staff might consist of an assistant dinear assistant manager and various
clerical specialists. The heads of the various deynts of the hotel work under the
direct supervision of the executive director or &issistant director.

The Rooms Department

The rooms department of a typical mid-market hdigé three units: front
office, housekeeping, and bell service. The froffice, or front desk staff, is
responsible for reservations, check-in and chedkfanctions, and handling guest
messages, mail, and inquiries. The staff worksetistefts, so that the front desk and
office are manned 24 hours per day. The front deglervisor keeps a log, or daily
record, of events that occur during each shift. sbueomplaints, reported
maintenance problems, and so forth are recorddeeifront desk log.

Housekeeping is responsible for daily cleaning wésy rooms. Each hotel has
its own policy regarding the hiring, training, arealuation of housekeeping
personnel. The department is overseen by an exeduiusekeeper, who coordinates
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room cleaning, prepares room status reports, apdreiges a staff of maids and
housekeepers. Many mid-market hotels clean guest Ibn premises, whereas others
utilize outside laundry services.

The bell service consists of a bell captain whoesuges a staff of bell
attendants. The primary responsibility of this usito greet guests on arrival and,
upon check-in, to transport their luggage to theirms. Some mid-market hotels also
employ a door attendant to greet guests and arfang@xicab service.

The Food and Beverage Department

To keep the operation of the department profitabie dining room and lounge
are designed so that people can enter them easily the street, as well as from
inside the hotel. This arrangement encourages atliomers — i.e., besides people
staying at the hotel — to utilize the restauraotrfits food and beverage operations.

The food and beverage manager oversees all aggeatisse operations, aided
by an assistant manager. The heads of the variois of the food and beverage
department work under the supervision of the manageassistant manager. The
manager’s important responsibility is to monitordacontrol the hotel's food and
beverage costs, to assure that F & B operationsireprofitable — or at least, to
minimize the hotel's operating expenses.

The food and beverage department of a typical madket hotel is divided into
five units: food purchasing, food production or gmeation, food service, beverage,
and room service. The food purchasing departmenesponsible for acquiring
foodstuffs used by the kitchen staff to prepare umésms served in the dining room.
The department's staff purchases ingredients, mastthe storeroom, fills
requisitions by the food preparation staff, andvfates security against theft or loss.

The food preparation department, or kitchen stdfisists of a head chef or
head cook assisted by various cooks. A butchetrypelsef, and baker might also be
employed in the kitchen. This department is resipbm$or preparing all menu items,
except beverages, served in the hotel dining roodelvered to guest rooms by the
room service staff.

The food service department is staffed by waiteestresses, and busboys who
are responsible for serving to guests the mealpaped by the kitchen staff. A
separate room service staff might be employed liwetanenu items to guest rooms.
However, in some food service departments, waiterdellhops provide room
service as a function of the food service departmen

The beverage department is responsible for preparid serving all beverages
to guests in the cocktail lounge, as well as piagabeverages for the dining room
and room service. The department is managed byerdge manager, wine steward,
or head bartender, who supervises a staff of @bd@mdants and bar attendants.

The room service department, in properties thaintaai a separate room service
staff, is responsible for fulfilling and deliverifgod and beverage orders placed by
guests in their rooms.
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The Guest Services Department

A typical mid-market hotel might have a hair caatéos, a gift shop, and guest
valet or laundry service, organized under the gsestices department. Some hotels
own and operate their own gift shops and hair satens, but others rent space to
independent vendors to provide these servicesdstgu

A concierge or guest services manager might be@ragdlto serve as an agent
for booking various guest services outside thelhsteech as theatre tickets, guided
tours, ground transportation, airline reservatiaas,rentals, and so forth. Some mid-
market hotels rent desk space to a travel, airbmegar rental agent in lieu of or in
addition to employing a full-time concierge.

The Marketing and Sales Department

The marketing and sales department oversees padictss of promotion and
group sales. This department usually consistsrekthinits: advertising, group sales,
and banquet sales.

Advertising is responsible for planning, developingnd implementing
advertising and promotions for the hotel. The atilsieg manager usually works with
an outside advertising agency to create ad campasg design promotional
materials. All rate sheets, brochures, advertisésneand directory listings are
produced by this department.

Group sales unit works with companies to negosagxial corporate discounts
and negotiates special group rates for organizatibat are planning meetings,
conventions, or conferences. This department @ r@sponsible for setting rates for
or discounts to tour wholesalers for resale as phidvertised package tours. A
separate convention manager might be employed noléaconvention sales and
coordinate the arrangements.

Banquet sales unit works with community organizatjosuch as schools,
churches, service clubs, and wedding plannerswatidcompanies, to sell banquet
services. Banquets are an important source of uegeifor the hotel's food and
beverage operations. The banquet sales managemdets the fees and coordinates
the arrangements for banquet services sold to ubécpand also coordinates meals
served at meetings and conventions at the hotel.

The Accounting Department

The accounting department of a typical mid-marla@ehconsists of two units:
general cash and accounts payable. The general dgshrtment performs all
bookkeeping related to revenues (income) of thelh@he cashier handles all cash
transactions, including check cashing, guest paysmemd invoicing. The auditor
keeps track of money owed to the hotel — both ®stpicharging items to their room
accounts and by groups, such as conventions ameretde clients with established
credit.

The accounts payable department performs all bagkkg related to money
owed by the hotel to vendors and employees. Paghatks and disbursements —
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payments for operating expenses, such as utilieésphone, supplies, and so forth —
are produced by this department.

The Security Department

The security department is responsible for maimgirsecurity alarm systems
and implementing procedures aimed at protectingpdisonal property of guests and
employees. A full-time staff of uniformed guardsdaa plainclothes detective might
be employed by the security department.

The Engineering Department

The engineering department of a typical mid-mahatel might consist of two
units: environment control, and repair and mainteea The environment control
department, called the power, light, and heat depart at older hotels, is
responsible for maintaining heating, lighting, agldctrical systems throughout the
hotel. Fire prevention and control are also theaasibility of this department.

The repair and maintenance department employdfeo$tzarpenters, painters,
plumbers, electricians, and repair specialists taintain the hotel's facilities,
decorations, and furnishings in good condition.

1. Read the texts and answer the following questisn

1. What factors facilitate the development of the ladgndustry?

2. How does the process of increasing globalisatitnence the career options in
the hotel industry?

3. What qualifications are the prerequisites for thwke start career in hospitality?
4. What is the role of the in-house training fdratel employee preparation?

5. What career options exist in a typical mid-mahatel?

2. Give the title of the department or division tha is responsible for each of the
following duties:

1. Is refiyp@rfor greeting guests
on arrival and the transportation of guest luggage.

2. Is regp@rior maintaining the
heating, lighting, and electrical systems throudttbe hotel.

3. is resgp@rior daily cleaning of
guest rooms and preparing room status reports.

4. IS regb®ngr maintaining alarm
systems and protecting the personal property odtguend employees.

5. Is  respensildbr  handling
reservations, guest registration, and check-oatlimited-service hotel.
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6. is regp@nfor preparing all
menu items, except beverages, that are servecihdtel restaurant or delivered to
guest rooms.

7. is regp@rior supervising and
coordinating the work of the managers of all deparits of the hotel.

8. is refperior negotiating rates
for organisations that are planning meetings, cotiwes, or conferences.

9. is redypen for arranging
services outside the hotel, such as theatre ticgaided tours, or car rental.

10. is resgperfor performing all
bookkeeping related to money owed by the hotektuders and employees.

3. Present the structure of a typical mid-market htel using the following
organization chart.
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TEXT 5
HOSPITALITY MARKETS

A market is the group of potential customers fopr@duct, service, or
company. The hospitality market is divided into twwoad -categories: the
commercial market and the leisure market. The comialenarket includes business
travellers, such as sales representatives, exesyutand attendees of conventions,
banquets, and meetings. The leisure market consistpeople travelling for
recreation, sport, or personal enlightenment, sashvacationers, sightseers, and
adventurers.

Although every hotel has some clients from bothkats, most properties are
designed and promoted in such a way as to attitaelr dusiness travellers or leisure
clients. Within each market, customer needs may.vieor example, vacationing
families require facilities that cater to childremd, sometimes, pets. But single
travellers often prefer accommodations that areented to adults, with the
opportunity to meet travellers of the opposite porting travellers require specific
recreational facilities such as golf, tennis, auks diving facilities, whereas health-
conscious travellers may require exercise facdibecounseling services.

The commercial market tends to remain constant-geard, whereas the
leisure market is mainly seasonal. Most resortsatesve distinct tourism seasons,
usually corresponding with periods of fair weath&rregular period of high room
occupancy is called the high season, and a pefidoloroom occupancy is called
the low season. A transitional period between a $mamson and a high season is
called a shoulder period.

The convention market is a significant source ofitress for many hotels.
Some hotels specialize in conventions and meetiagd, many resorts rely on
convention business to fill rooms during the lovasen. To support the convention
business, a hotel must have a large number of rcmmdsan extensive range of
facilities and services, including banquet servigeeting rooms, an auditorium,
audiovisual equipment, and recreational facilities.

Most hotel rooms are sold directly to customersema-users, by the internal
reservations department or the reservations cehteichain, referral organization, or
hotel representative. However, rooms are also t$wwlgh independent outlets such
as tour wholesalers and travel agencies. Any oatlgendor that sells room space to
the public on behalf of a hotel is called a disttibn channel. Retail travel agencies
sell services directly to customers, including hass travellers as well as
vacationers. When a travel agency sells an aitiicieet or a hotel reservation, it
receives a commission based on the selling, oil priae. The average commission
for the sale of an airline ticket is 10 percentt, bor booking a hotel reservation, a
travel agency may receive from 5 to 15 percenteddimg on the property.

The front office is responsible for maintaining a@te statistics of understays,
overstays, early arrivals, cancellations, walk-iasd no-shows. Understays are
guests who depart in advance of their stated cbatklate. Overstays are guests who
stay on beyond their stated check-out date. Earlyads are clients who check in
before their stated check-in date. Cancellatiomescéients who notify the hotel that
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they will not check in as planned. Walk-ins are sisevho check in without a prior
reservation. No-shows are clients who placed resens but do not arrive on the
stated check-in date and do not cancel the resengat
Statistics related to these factors are used tma&st how many rooms will be

available on a particular date. The percentages carestantly updated by the
reservations department. The front office creagdgsilar room forecasts, showing the
estimated number of rooms that will be available arparticular date and the
projected occupancy rate.

1. Read the text and answer the following questions

1. What is thehospitality markesupposed to mean?

2. What main parts does the hospitality market ausef

3. What categories of travellers does the commercaakat consist of?

4. What travellers does the leisure market include?

5. In what way can the specific needs of the leisnarket travellers differ from the
needs of the commercial market travellers?

6. What hospitality market is more sensitive togkasonal fluctuations?

7. Why is the interest of many hotels to confersraned conventions organization
steadily growing?

8. How are most hotel rooms sold to customers?

9. What statistics of arriving guests does thetfoffice usually maintain? What does
this statistics provide?

2. Check up your memory and name the notions the flowing definitions
correspond to.

1 guests who stay on beyond their stated check-out
date

2 the part of the hospitality market comprising
business travellers

3 the part of the hospitality market comprising
travellers on leisure

4 clients who check in before their stated check-in
date

5 the part of the year with the most guests

6 guests who depart in advance of their stated
check-out date

7 guests who check in without a prior reservation
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8 the number or percentage of rooms that are
occupied by guests

9 the time of the year when fewer people are
travelling or using facilities

10 estimated check-in date

11 clients who notify the hotel that they will not
check in as planned

12 clients who placed reservations but do not arrive
on the stated check-in date and do not cancel the
reservations

13 a transitional period between a low season and a
high season

LANGUAGE FOCUS

1. THE PASSIVE
We form the passive with the vetdbe and thepast participle of the main verb.
The passive is used:

* when the person who carries out the action is uwknoanimportant or
obvious from the context;

* when the action itself is more important than teespn who carries it out, as in
news headlines, newspaper articles, formal notinssuctions,
advertisements, processes, etc.;

* when we refer to an unpleasant event and we dwaot to say who or what is
to blame.

The future continuous, the present perfect contisuthe past perfect continuous and
the future perfect continuous are not normally usdtie passive.

Active Passive

Present Simple The porterdeliversthe The luggages delivered
luggage.

Present Continuous | The porterns deliveringthe | The luggages being
luggage. delivered

Present Perfect The porterhas deliveredhe | The luggagdias been
luggage. delivered

Past Simple The porterdeliveredthe The luggagevas delivered
luggage.

Past Continuous The porterwas delivering The luggageavas being
the luggage. delivered
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Past Perfect The porterhad deliveredhe | The luggagdiad been
luggage. delivered

Future Simple The portemwill deliver the The luggagevill be delivered
luggage.

Future Perfect The portewill have The luggagavill have been
deliveredthe luggage. delivered

Infinitive The porterhas todeliverthe | The luggagdias tobe
luggage. delivered

Modals The portercan deliverthe The luggagean be delivered
luggage.

To change a sentence from the active into the g&ssi
the object of the active sentence becomes the®ubjéhe passive sentence;
the active verb remains in the same tense, butggsainto a passive form;
the subject of the active sentence becomes thé,agehis either introduced
with the preposition by or omitted.
Only transitive verbs (verbs followed by an objexh be changed into the passive.
We useby + agentto say who or what carries out the action.
We usewith + instrument/material/ ingredient to say what the agent used.
This new soufflé was mabgour chef. It was madeith eggs, flour, sugar,
milk and bananas.
The agent is often omitted in the passive senteen the subject of the active
sentence is one of the following words: people, soeneone/somebody, they, he,
etc.
Object pronounsnge, you, him, etc.) become subject pronouhsyou, he, etc.) in
the passive.
They gavdiim the bill. - He was given the bill.
With verbs which take two objects suchbamg, tell, send, show, teach, promise,
buy, throw, write, award, hand, sell, owe, grankpwa, feed, pass, post, read, take,
offer, give, pay and lendle can make two different passive sentences.
They brought the guests fresh towels. - The guwests brought fresh towels.
Fresh towels were brought to the guests.

THE SYSTEM OF TENSES IN ACTIVE AND PASSIVE VOICE

Active Voice Passive Voice
Present Past Future Present Past Future
o V/ V(e)s Ved/ V2 shall/will + V | am/is/are was/ were | shall/will be
g- _ + V3 + V3 + V3
& do/does did
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9 am/is/are | was /were | shall/will be | am/is/are was /were
g +Ving + Ving +Ving being+V3| being +V3| --------------
1=
@]
@)
5 have/has had shall/will have | have/has had shall/will have
Q +V3 +V3 +V3 been + V3| been + V3 been+V3
g
4] have/has had shall/will have
‘g S been+Ving | been+Ving been+Ving
== B B B
¢ 5
@)

1.1. Rewrite the following sentences in the passive
1. They serve breakfast at 8 o’clock.

2. The secretary has already reserved a room &btieéin Prague.

3. The tour guide had already given all the ingtoms, when the coach arrived to
the theme park.

4. The chambermaid was cleaning the room when tuened.

5. They are refurbishing the mansion at the moment.

6. They are going to change the checking-out tiond@isiness travellers.

7. They use the main hall for special occasions.

8. The company advertised its new package tourdarbtochure.

9. I hope we’ll introduce this new service in thearest future.

10. They were discussing the possibility to enlahgehotel when the owner reduced
finances.

11. Somebody has stolen my empty suitcase fromommr

1.2. Complete the following letter using the appropriateform of the verbs in
brackets.

Dear Alan,
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I'm sorryto say thatwe 1) .....ooooveivviiiii e, (have) wsaktrous holiday! To

start with, the plane 2)................cooiiii . (delay) for €& hours, so we
D), (not arrive) until 3.00a.m. Fortunatelythe courier
2 (still/ wait) to meet us, but when Wg.....................
(get) to the hotel, we 6).......cccooeeiiinii. (find) that our room
T e (double-book)! So now we 8) ..........coeiiinnt, (stay)
in another hotel, which, believe it or not, 9) ........cee........... ( still/build)! We
10) i (wake up) every morning by the workmen. Totel

11) i, (be) awful. The shower 12) .........covviviiiinnnnns (not work),
and yesterday, when we 13)..........ccovviiiiiinnnn. (get) reanlydinner, the water
supply 14) ..o, (cut off). 1'15) ..coovviiiiiinn s (complain) to
the manager, but, of course, he 16) ............cooiiiiiiiinnns 1 @hw) anything about
ityet. He 17) ..o, (have) a typical ‘let\wait until tomorrow’
attitude. 18) .......ooeiieiiiiinnn . (you/ know) what | mean?

The weatherl9) .............cooiii il (be) pretty awful singe got here. Last
Saturdaywe 20) .....ocooiiiiiiii e, (take) a train to the capital.

21) (you/ ever/ bee) there? It 22) .................... (seem)
to me there’s nothing much to see. When we 23) .................. (arrive) we

23) (find) that the traveller's chequ2$) ...................
(leave) at the hotel, so we 25) .............ceevie. (not spetakeach other for the

rest of the day!

£ 26) oo (rain) again this morning, anas there’s nothing
elseto do, | 27) oo, (write) a few letterAlso, we both

28) (have) bad stomachs for the last couple of days, s
WE29) i (want) to go too far from the hotel!

Well, you know that we 30) .........ccooviiiiiiiiiiie, (come lBmext week
and, quite honestly, we 31).........ccccoiiiiiiiiinnn., (not be) rgoto come home.

With the food, the weather and the hotel, | think @2) .........................
(come) here again!

Regards,
Mike

2. THE INFINITIVE

Forms of the Infinitive

Active Voice Passive Voice
Present (to) develop (to) be developed
Continuous (to) be developing | e
Perfect (to) have developed (to) have been developed
Perfect Continuous | (to) have been developing |  —---mmm-
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ThePresent Infinitive refers to the present or futur@/¢ wanto offer new activities

to rural tourism visitors.

The Present Continuous Infinitive expresses an action happening nolinefy must

be developin@ new destination at the moment.

The Perfect Infinitive is used to show that the action of the infinitiveppened
before the action of the verblTHey claimed tdave changedheir policy towards
their corporate clientg

The Perfect Continuous Infinitive is used to emphasise the duration of the action of
the infinitive, which happened before the actiorihnef main verb.They seerto have
been conductinga market research for half a year.

The to-infinitive is used

e {0 express purpose He went to the colleg® geta bachelor’s
degree in restaurant or hotel management.
e after certain verbs (agree, Theypromised to givénim a promotiorby the

appear, decide, expect, hope, end of the month.
plan, promise, refuse, etc.)

e after certain adjectives | was verysorry to hearof your dissatisfaction
(happy, glad, sorry, etc.) with certain aspects of your recent holiday.
e afterl would like/would I'd like to seethe manager and express my

love/would prefeto express dissatisfaction of the services provided.
specific preference

e after certain nouns What apleasure to stagt this hotel again
e aftertoo/enough It is too early to besure that the new system
constructions of reservation works better.

We haveenough reason$o demand a
compensation for our ruined holidays.

e with it + be + adjective It is clever of him not to takeéhese terms.
(+of + noun/pronoun)

e with so + adjective + as Would you beso kind as to informus about all

the changes.

e with only to express an They cam@enly to find outthat the meeting has
unsatisfactory result been cancelled.

e afterbe+ the first/second He was thdast to arriveat the hotel
etc/next /last/besetc.

e in the expressiofor + For him to beso careless was very dangerous.
noun/pronount to-infinitive

e in expressions such &5 To be honest’'m not sure about the
tell you the truth, to begin profitability of this entertainment centre.

with, to be honesgtc.

The infinitive without tois used
e aftermost modal verbs Youmust fix all the details of the accident.
e afterhad better/would Ydd better not changéhe layout of business
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rather premises.
e aftermake/let/see/hear/feel Theymadehim payfor the damage.
+ bare infinitive
but in the passive
be made/ be seen/be Theywere maddo pay for the damage.

heard/ + to- infinitive

The subject of the infinitive

» The subject of the infinitive is omitted when ittiee same as the subject of the

main verb.

The company wants to install emergency systemkecifie energy supply in

the hotel.

* The subject of the infinitive is not omitted whensi different from the subject
of the main verb. The subject of the infinitive aesrbefore the infinitive and

can be an object pronoun (me, you, them, etc.anaenor a noun.

They want the energy supply company to install éheergency system of

electric energy supply in their hotel.

Functions of the Infinitive

Subject

To organize the advertising campaign is very imgoirt
at the moment.

Compound Predicate

Their aim is to investigate the leisure market.

Complex Predicate

The guest can order the breakfast to his room.

Direct Object

The secretary forgot to send the confirmation ef th
reservation.

Adverbial Modifier

To enjoy this remote and hilly location you musabite.

Attribute

The first question to be considered is whethepffer of
the carrier should be accepted.

Complex Subject

This hotel is considered to be the best in therchai

Complex Object

We want them to provide some discounts in low seaso

2.1. Rewrite the sentences using the correct infiwe tense.
1. The hotel has improved the quality of service.

The hotel seems ....

2. He is getting used to his new responsibilitiea comptroller.

He appears ...........

3. They help arrange conferences and provide ngestioms and electronic
equipment for business travellers.

They claim ............

month.

4. The Customer Services Manager has been hanttiengomplaint for almost a

The Customer Services Manager SEEMS ......c.vvviiieiieiieien e aeen
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5. They have already made repairs to the hotditfasi

TREY ClaiM ..o e
6. He is working overtime at the moment becausehtgh season.

HE S IMIS . e
7. The tour operator has been collecting infornmagibout the best hotels in the resort

for a long time.

The company Claims ... e e e
8. John has informed the security department atheutheft in the room.

JONN ClaIMS .o
9. The guest from room 312 is not satisfied with thom location.

The guest from room 312 SEEMS ......uiviiiiiii e

2.2. Fill in the correct form of the infinitives.

1. His manager expects him .................. (work) overtime.

2. No, he doesn’'t have a job. He just pretended ............. (offer) a new job.

3. Weweremade ..................... (change) the checking-oot@dure.

4.Let's coooviiiiiiiinnnn.. (try) to put this bag in the ovexdd locker.

5. The air tickets must..................... (already/deliver).

6.I'dlike ............... (get) in touch with them personaklind discuss all the terms.

7.Youdrather ..................... (be) more polite with guest

8. You had better ..................... (call) the reception.

9. Theysawher ..................... (talk) to the concierge.

10. You should ..................... (apologise) for all inconvemces.

11. The manager always makes the receptionists .............. (check) all the
guests’ bills.

2.3. Read the sentences, translate them into youative language and define the

function of the Infinitive.

1. The delegation is expectamarrive any minute.

2. This strategy gives Marriott the ability solveproblems for customers as they
arise.

3. They want the roono be aired outight now.

4. You carfind a suitto be cleanedn the guest’'s room.

5. The hotel offers a variety of accommodation sypeluding standard hotel rooms,

studio, queen and king roomassuit both the business and leisure traveller.

6. He was the first to apply for this job.

7. Our plan igo developan interesting panoramic excursion.

8. Lodging managers of all types use computei@ganize and simplifynany guest
services like making reservations, assigning guasins and conference rooms,
and calculating bills.

9. They offered the gueki usea free meal voucher.

10.The amounto be paidincludes the room service.

11.To dealwith booking tickets to social events is the resloility of a concierge.
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3. THE AANG FORM

Forms of the Gerund

Active Passive
Indefinite writing being written
Perfect having written having been written

The —ing form is used
® as a noun

e after prepositions

e afterlove, like, enjoy, dislike, hate
andpreferto express general
preference.

e after certain verbxpnsider, avoid,
deny, look forward to, confess to,
fancy, involve, mention, risk, spend,
mind, regret, admit, suggest, imagine,
etc.).

e aftergo for activities

e afterit's no use, it's (not) worth, it's
no good, be busy, what's the use of...?,
there's no point in, can't help, can't
stand, be/get used to, have difficulty
(in)

e begin, start, continue

We never have twang forms

together.

e after the verbsee, hear, feel, watch,
listen toandnoticeto describe an
incomplete action, that is to say that
somebody saw, heard, etc. only a part
of the action.

e need/require/want + -indfprm

This construction often shows that it is
necessary to repair or improve
somethingNeed can also be followed
by a passive infinitive.

e advise, allow, permit, recommend,
encouragetake theto-infinitive when
they are followed by an object or when

Travelling gives you better idea
about what is going on in the world.

He left withoufiving any
recommendations concerning the trip.

She likesloing everything by herself.

Jessica spent all daghecking-inthe
guests.

They often gskiing at the weekends.

It's no usechangingthe room rates.

They startedalking/to talk.

| heard Jackrying to persuade them to
book a suite.

The premise needkecorating
The premise needs to be decorated.
They don't allow us to park here.

(object)
We aren't allowed to park here.

they are in the passive form. They take (passive)
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the —ing form when they are not fol-  They don't allowparking here.
lowed by an object.

Functions of Gerund

Subject Interacting with customers using Facebook and Twittef
can improve customer service.
Predicate His only dutyis keepingthe conference rooms clean.

Part of a Compound | Shefelt like telling everybody the truth about the rude

Verbal Predicate behaviour of the receptionist.

Direct Object The guest’s suit nee@sessing

Object of a The police arrested hifor speeding

Preposition

Attribute There is no harm iaskingthem about the dress code.

Adverbial Modifier Can | solve this problemwithout going downto the
reception?

By concentratingour efforts on the hotel facilities
improvement we can enlarge our profits.

3.1 Use the g form, translate the sentences and define the funons of the
gerund.

1. The bellboy entered the guest’s room without ... .................... (knock) at
the door.

2. lcanthelp ...................... (think) about the consegues of the deal failure.
3. | can’t take measures without ...................... (knowg tihetails of your holiday.
A i (Travel) might satisfy your desire for new expaces.

5. Her unpleasant memorywas ...................... (try) to famdappropriate
accommodation.

6. The cashier admitted ...................... (make) a seriouttake in the client’s
bill.

7.0N i (enter) the gallery they stopped aeth

8. Heisgettingused to ...........cceeiviieninnnnns (work) overérm high season.

9. Without ...................... (wait) for the permission theporter entered the
manager’s office.

10. lcan'tstand ..........c.ccoeveiiininnnn. (work) night shifts the reception.

3.2 Choose the correct preposition and fill in tb gaps with theing-form of the
verbs in brackets.

1. I'd like to enquireon/for ................... (enroll) on one of your courses for hotel
staff.
2. He seems to be very excitedith/about ................... (start) that new job of

an executive housekeeper.
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3. Are you thinkingabout/on
travellers?

................... (plan) itineraries for business

4. They insisteah/on ................... (chang@ the room rates.

5. | expect he’s very depressetth/about ................... (ose his job.

6. | warned thenfor/about ............... (buy) this unreliable electrical distribution
system.

7. They are complainingith/about ................... (have) a lot of problems with
this new system of reservation.

8. The chief blamed usr/of

9. They concentratad/on ...
10. Mike’s friends congratul
hotel.

11. A new housekeeper fou
rooms.

................... (ose the deal.
................ (develop a new profitable destination.
ated hiom/in ................... @et) a job at a five-star

nd it hard to coqtd/on ................... (clean) all the

12. He felt tired because he wasn't uado ................... (work) so hard.

4. FUNCTIONS OF THE VERBS TO BE, TO DO, TO HAVE

to be

as a main verb

He canbea successful hotelier one day.

as a linking verb

Heis our new sales manager.

as an auxiliary

Shels waiting in the lobby downstairs.

in the constructioe to
(to express modality with th
meaning of strong
expectation of some actic
according to a ruleg
instruction, agreement, ¢

order)

e

) The conferencis to start work next week.
n

DI

to do

as a main verb

Theydo laundry every day except for Sunday.

as an auxiliary

Whendo they usually serve breakfast?

as an emphasis verb

Do call at any time.

to have

as a main verb

Theyhavesome double rooms vacant.

as an auxiliary

Haveyou ever been to Canada?

in the constructiorhave to
(to express modality with th
meaning of necessity to ¢

smth)

Theyhave togive some explanation why the room \
edoublebooked.

o

vas

4.1 Translate the sentences defining the functiors the verbsto be to dg

to have.

1. Whydoesn'tshe like spending her holidays in hotels?
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. I havejust started my first job in a travel agency.

. Wehad topay a lot more as we decided to stay for a weegdaon

. The tripwastiring. Wedo want to relax.

. Thats the last train. Hovam | going to get home now?

. Theyhavea lot of spacious comfortable rooms.

. The planes toland in a couple of minutes.

. A guide’s commentary shoule interesting, lively and enthusiastic.
. What will youdo if a guest feels irritated &eingawakened so early?

10. The guegss waiting forbeingchecked out.

11. Ihavenever been to any exotic country yet.

12.Did you always take the bus to work?

OCoOo~NOOUTr~,WN

MODULE 4

READING
TEXT 6
TOUR OPERATORS

The Dictionary of Travel, Tourism and Hospitaldgfines a tour operator as ‘a
person or organization buying individual travelvsegs (such as transportation or
accommodation) from their providers (such as cemroe hotels) and combining them
into a package of travel.” Although sometimes désct as a wholesaler, a tour
operator is, in fact, a manufacturer of travel piid, whose activities may be
compared to those of others, principally assembpngduct components, such as
motor car manufacturers or book publishers.

The most common example of a tour operator’s prodweild be a flight on a
charter airline plus a transfer from the airportatdotel and the services of a local
representative, all for one price. Niche tour ofsamay specialize in destinations
e.g. ltaly, activities and experiences e.g. skiing,a combination thereof. The
original reason of tour operating was the diffiguttf making arrangements in far-
flung places, with problems of language, currenoy @mmunication. The advent of
the internet has led to a rapid increase in saikaging holidays. However, tour
operators still have their competence in arrangmgs for those who do not have
time to do DIY (Do It Yourself) holidays, and spaicze in large group events and
meetings such as conferences or seminars. Alsa, aperators still exercise
contracting power with suppliers (airlines, hote#her land arrangements, cruises,
etc.) and influence over other entities (tourismards and other government
authorities) in order to create packages and spe@partures for destinations
otherwise difficult and expensive to visit.

Tour operators buy the components from the prirtgipaadvance and in bulk,
so they can negotiate much lower prices than tlwséndividual member of the
public would obtain. Companies that buy in largamuies and sell to make a profit
are called wholesalers.
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In the past tour operators sold almost entirelpdgh travel agents, but today
they also use direct selling. This strategy elinmesahe travel agents from the chain
of distribution, and this reduces the final costleé holiday package because direct
sell operators do not have to pay commission teaeet agent. Many smaller tour
operators prefer to deal directly with their clent

Not all tour operators sell the same type of hglidehe really big operators,
the mass market operators, produce low-cost hditiayraditional sea, sun, and sand
destinations like Spain, Greece, or Turkey. Othmsrators limit their product to
customers who want a very specific type of holidBlyese operators sell adventure
holidays, holidays for single people, holidays footor-racing fans, and so on.
Domestic operators specialize in tours for peoph® wwant to holiday in their own
country, whilst incoming tour operators are spesiglin providing holiday packages
to visitors coming from abroad.

Some of the world’s bigger tour operators form paEricompanies that own
their own aircraft, hotels, ancillary services, anavel agencies. These companies
participate in each step in the chain, and comgegetly with travel agencies on the
one hand, or with the principals on the other.

Tour operation is a risky business. Fashions chaage political instability,
terrorism, or natural disasters can alter demandolfday cannot be stored until the
market is ready for it again. Tourism products @escribed as perishable. If they are
not sold by a specific date, they are lost altogieth

. Read the text and answer the following questions

. What is the main field of a tour operator atyi?i

. What are the components of a typical packagedy?

. What do niche tour operators specialize in?

. Why does the necessity of tour operating exist?

. What stimulated an increase in self-packagirigliaps?

. Why are tour operators still competitive and énaot lost their significance for
travellers?

6. Why is it important to buy in bulk in tour op&oan?

7. How are package holidays usually sold?

8. Why do tour operators prefer to sell directhteitt clients?
9. Why is tour operation considered to be a riskyifess?

GORrWNNREFRE

2. Match the words with the definitions.

1 alegal agreement betweentwo a bulk purchase
companies

2  the company which sells goods in b retailer
large quantities to retailers

3  the company which transports Cc contract
passengers

4  aperson oracompany, suchasad principal
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hotel or an airline, which is
represented by an agent

5 the place to which someone is e charter
going

6  atourincluding travel, f  destination
accommodation, and meals

7  abusiness or a person thatsells g wholesaler
goods to the consumer

8 buying large amounts of goods or h  inclusive tour
services in order to get a lower
price

9 hire for a special purpose | carrier

1-..;2-...;3-...;4-...:5-...;6-...;7-...:8-...:9-.

TEXT 7
THE MAJOR TOUR OPERATOR ASSOCIATIONS

Among the major tour operator associations &BTA (the Travel
Association) in the UK,ETOA (the European Tour Operators Association) in
Europe,USTOA (the United States Tour Operators Associatioripe US.

For more than 50 years ABTA and its members haven bielping
holidaymakers to get the most from their travel viegrking to high professional
standards and offering choice, value and qualyntféd in 1950 by 22 leading travel
companies, ABTA now represents over 5,000 travehags and more than 900 tour
operations throughout the British Isles. Its memlrange from small, specialist tour
operators and independent travel agencies to yHibted companies and household
names; from call centres to internet booking sewiand to high street shops. All of
them carry the ABTA logo, which means choice, valaed high levels of service.
ABTA'’s main aims are to maintain high standardsrafling practice for the benefit
of its members, the travel industry, and the coresgnthat they serve, and to create
as favourable business climate as possible fomémbers. The amalgamation of
ABTA and the Federation of Tour Operators (FTO)laluly 2008 has created a still
more powerful and authoritative voice for the tiawdustry.

ETOA (the European Tour Operators Association) feasnded in 1989 by a
group of tour operators who wanted representatiolurope. After 20 years ETOA
still remains the only trade association offeringdpean level representation for the
interests of inbound and intra-European tour opesatwholesalers and their
European suppliers. Today, ETOA is the voice ofdgean Inbound Travel, with
over 450 members. The ETOA secretariat is resptanor the day-to-day running
of the association, and has its office in Londoi. BTOA full members include
leading International Tour Operators, Online Tra&gents and Wholesalers whose
business is to bring passengers into Europe. 06 EXOA members brought €3.6bn
of revenue to Europe. ETOA also has a strong meshige of leading European
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suppliers (Associate Members) including individdeadtels, hotel groups, tourist
attractions, ground handlers, technology systents samvices, transport providers,
tourist boards and other tourism services. The afihe association are to create
commercial opportunities between buyers and salhetise travel industry and act as
a forum for cooperation between members, to infteeBuropean tourism legislation
so that it ensures members are provided with aleviabvironment in which to do
business and to keep members informed of the lde®&lopments in the issues that
affect their business.

USTOA was founded in 1972 by a small group of @afifa tour operators
concerned about tour operator bankruptcies. Thmsading members recognized the
need for a unified voice to protect the travellimgplic, as well as to represent the
interests of tour operators. In 1975, USTOA becameational organization with
headquarters in New York. USTOA members number gntlba top names in travel
and represent the entire spectrum of vacation ggskand tours available today. In
fact, its member companies are responsible forntagrity of tours and vacation
packages sold by travel agents in the US. Accgrdina recent survey, USTOA
companies move more than 11 million passengersadligrand account for an annual
sales volume of more than $9 billion. USTOA’s moiso‘Integrity in Tourism.’
Accordingly, the association has established sofmthe highest standards in the
industry. Among these is the principle of ethicahduct, which requires members to
conduct business according to a set of profess&taaldards. Additionally, members
must represent all facts, conditions and requiremegiating to tours and vacation
packages truthfully and accurately. The memberst mlss® demonstrate ethical and
financial responsibility in their business, andtihsonfidence in their financial
stability, reliability and integrity. Among USTOA’goals are to educate the travel
industry, government agencies, and the public abmuts, vacation packages, and
tour operators; to protect consumers and travahtggrom financial loss in the event
of a member’s bankruptcy or insolvency; to fostenigh level of professionalism
within the tour operator industry; to facilitatedadevelop travel on a worldwide
basis.

1. What do the abbreviations ABTA, ETOA and USTOA nean?

2. Check up your understanding and facts memorizatin completing the chart
below.

ABTA ETOA USTOA

professional
standards and the
fields of operation

the year of
foundation
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the membership

the organisation
main aims and the
motto

3. In groups of four discuss the tour operation irJkraine. Include the following
Issues into consideration:

» the biggest tour operators in Ukraine or in yogioa

» the most popular destinations they offer

* new destinations that they have developed this year

* how tour operators in Ukraine sell their packagdidays (through travel

agents, direct)
» specialist tour operators in Ukraine
» specialist holidays that these tour operators nmarke

4. Write a brief description of how tour operationworks in Ukraine.

Tour Operation in Ukraine

The biggest tour operators in Ukraine are ................cocvvcecen
There are a number of providers in the countryudiclg the names
of airlines, hotel groups, efc

The most popular destinations that the tour opesaiffer every
YEAI Al ...viieeie e e ee e :

New offers this year include ...

TEXT 8
TRAVEL AGENCIES

Since Thomas Cook’s first train excursion in 18%&yel agency operations
have developed into a full-fledged component of titevel and tourism industry.
Travel agencies now play very important role in phg potential tourists’
perceptions of destinations and in influencing rtaliday decisions. Once a travel
agent makes a recommendation, most travellerslysiek to the advice. Therefore,
travel agents can substantially influence consumesation plans and help them
decide what travel products and services to puech&iis role of the travel agents
needs to be fully realized and understood by otiespitality businesses, because a
good working relationship with the travel agents s&rease business sales.

Travel agencies are part of the chain of distrdoutatnd connect tour operators
(the wholesalers) to customers. They sell a rarigeraducts and services. Typical
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products include package holidays, air, train, bo#ickets, traveller's cheques,

insurance. Services involve guiding and advisingt@mmers as to the best product,
giving advice on visa and passport applicationgnping travel itineraries and

working out costs, representing a client in a campl procedure after an

unsatisfactory holiday.

The amount of commission varies, being as low addi&raveller's cheques,
and as high as 40 % for travel insurance. Commssio package holidays is often
around 10%, while commission on air tickets is ower than it used to be as major
airlines turn to the Internet for their ticket saldo counter this, travel agents are
increasingly charging a set fee for issuing aaintror coach tickets, obtaining visas,
or booking a hotel room.

Travel agency operations can also be classified thgir business
specializations. Leisure travel, corporate tragel] group and incentive travel are the
major travel specialties. Incentive travel has gramd continues to grow rapidly, to
the delight of travel agencies, which handle thé& lmf it. Perhaps the least well-
known specialty, incentive travel is used by mawynpanies to reward their top
performers or incite them to work harder. Tripsdistination resorts serve as an
incentive for outstanding performance.

Travel agency sales follow a clearly structuredcpdure known as the sales
process containing the following stages: estabighrapport with the client,
investigating the client’'s needs, presenting thmdpct, getting the client to commit
themselves to the purchase.

Ownership of travel agencies varies considerablgighificant proportion of
travel agencies are actually part of a large compaith a chain of agencies
distributed around the major cities in a countryatidition, many tour operators have
their own travel agencies to promote and sell theducts.

1. Read the text and answer the following questions

1. What event is considered to be the startingtpditravel agencies operation?
2.Why is travel agents operation of special imporgaimcmodern tourism industry?
3. What is the role of travel agents in the chditoarism services distribution?

4. What are the typical travel agencies productssanvices?

4. What determines the travel agents profits?

5. How can travel agency operations be classified?

6. What does an incentive travel offer? What ispthgose of incentive trips?

7. What are the main stages of travel agency sales?

2. Decide which function is performed by a tour op&tor and which is
performed by a travel agent

Functions Tour Travel
operator agent

sell air tickets and other transport tickets
design a brochure

37



give advice on resorts, carriers, and travel faedi
charter aircraft

order stocks of brochures for rack display
issue tickets and vouchers

negotiate with principals for bulk purchase |of
airline seats, hotel rooms, etc.
record and confirm reservations, send invoices to
customers

provide travel insurance

sign contracts with hotels, airlines, etc.

plan itineraries for customers

arrange corporate travel

investigate and research new markets

plan advertising and promotion strategy

recruit and train staff, e.g. resort representatised
guides

arrange car hire

organize inclusive tours

sell inclusive tours

TEXT 9
PACKAGE HOLIDAY

A package holiday or package tour consists of parisand accommodation
advertised and sold together by a vendor known &miaoperator. Other services
may be provided like a rental car, activities ortimgs during the holiday.
Transportation to a foreign country can be via terairline.

The first organised tours dated back to Thomas Geb& on 5 July 1841,
chartered a train to take a group of temperanceammers from Leicester to a rally
in Loughborough, twenty miles away. Thomas Codke-¢company - grew to become
one of the largest and most well known travel agdr@fore being nationalised in
1948. With the gradual decline of visits to Britishaside resorts after the Second
World War, Thomas Cook began promoting foreign dejs (particularly Italy,
Spain and Switzerland) in the early 1950s. Inforomafilms were shown at town
halls throughout Britain. However they made a god#cision by not going into the
new form of cheap holidays which combined the fpanis and accommodation
arrangements into a single ‘package’. The compaaytfurther into decline and was
only rescued by a consortium buy-out on 26 May 1972

Vladimir Raitz, the co-founder of the Horizon Halyl Group, pioneered the
first mass package holidays abroad with chartghté between Gatwick airport and
Corsica in 1950, and organised the first packagddnoto Palma in 1952, Lourdes in
1953, and the Costa Brava and Sardinia in 1954.

By the late 1950s and 1960s, these cheap packdigayso- which combined
flight, transfers and accommodation - providedftist chance for most people in the
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United Kingdom to have affordable travel abroade®hthe first charter airlines was
Euravia, which commenced flights from Luton Airpart1962. Despite opening up
mass tourism to Crete and the Algarve in 1970,phekage tour industry declined
during the 1970s. On 15 August 1974, the industag whaken when the second-
largest tour operator, Court Line which operatedaurthe brand names of Horizon
and Clarksons, collapsed. Nearly 50,000 tourist®wtanded overseas and a further
100,000 faced the loss of booking deposits.

Recently a growing number of consumers are avoigeckage holidays and
instead are travelling with budget airlines andkieg their own accommodation.

The latest trend in package holidays is dynami&pgiog, enabling consumers
to build their own package of flights, accommodatiand a hire car instead of a pre-
defined package. Dynamic packages differ from tiawial package tours in that the
pricing is always based on current availabilitycarted group tours are rarely
included and trip-specific add-ons such as airparking and show tickets are often
available. Dynamic packages are similar to theiticathl package tours in the way
that often the air, hotel, and car rates are dvialanly as part of a package or only
from a specific seller. Dynamic packages are prilgnapld online, but online travel
agencies will also sell by phone owing to the giromargins and high sale price of
the product.

. Read the text and answer the following questions
. What is the main idea of a package holiday?
. What services can be included into a package?
. Who was the first organised tour offered by? Wha it include?
. What were the main stages of Thomas Cook comgawglopment?
. What company organised the first mass packaliygalys abroad?
. What made the travel abroad affordable for mesple in the United Kingdom in
late 1950s and 1960s?
7. How popular with tourists are package holidaywadays? How can the change in
the interest of many tourists to package holidaysXplained?
8. What does a dynamic package mean? In what wey itldiffer from a typical
package holiday?

O~ WNEPE

2. Choose the right words to fit into the paragraphabout Thomas Cook
company current activity.

airline  leisure  guidebooks destimats brands financial event
insurance website aircraft trips storeesmployees

Thomas Cook Today
Thomas Cook UK & lIreland is the second largest 1).............. travel
group in the UK with around 19,000 2) .................. asdart of Thomas Cook
Group plc. Thomas Cook UK & Ireland has a netwdrknore than 800 high street
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)i (Thomas Cook and Going Places), a leading.4............
(www.thomascook.com) and some of the world’s fauteuravel 5)..................
These brands include Airtours, Club 18-30, Cre€lmyise Thomas Cook
Direct Holidays, Elegant Resorts, Essential Trakkxibletrips, flythomascook.com,
Gold Medal, hotels4u.com, Manos, Medhotels, Neilsdtetflights.com, Pure
Luxury, Sentido, Style Holidays, Sunset, Sunworldlitys Ireland, Swiss Travel
Service, The Big Reunion, The Big Snow Festivalpiias Cook, Thomas Cook
Essentials, Thomas Cook Signature, Thomas CooksTana Thomas Cook Sport.

The company’s 6)................ ,.Thomas Cook Airlines, operates a fleet of 44
4 PPV and flies from various regional airports to 8)........ce...
worldwide.

Thomas Cook offers a range of 9)............... services, including foreign

exchange, the Thomas Cook Cash Passport (a prepaiehcy card), the Thomas
Cook Credit Card, the ‘what’s the rate’ foreignreuncy app for Android phones and
IPhones and a wide range of travel 10).............. policies. It is regulated for its

travel insurance, which is underwritten by its r@ce division White Horse

Insurance Ireland Ltd. Thomas Cook in the UK is wweld's leading retailer of the

Cash Passport prepaid currency card.

An Official Supporter of the London 2012 Olympic iB@s and Paralympic
Games, Thomas Cook is the exclusive partner for Blort breaks and
1), to the Games. Thomas Cook’s London 2012 packagdade
accommodation, transport and 12).............. tickets.

Its leading publishing division offers a compreheaortfolio of more than
300 independently authored travel 13).............. to.150 worldwide destinations.

TEXT 10
BUSINESS TOURISM

Business tourism is concerned with people trawglior purposes which are
related to their work. The terms ‘business trawlt ‘business tourism’ are often
used almost interchangeably, but there is a quaktadifference between them.
Business tourism is the broader term which encosgsasll aspects of the experience
of the business traveller. It is on the rise esglcwith foreign business markets
opening up. Only in the USA 432 million businesgpdrwere completed by the
residences in 2009, this accounted for approxim&215 billion dollars towards the
economy.

A number of tourism companies specialize in coapoitravel. They aim to
look after all the needs of the business travell&iat includes booking flights and
hotels, planning and arranging itineraries, adgsion locations, sorting out
conference venues, providing VIP services, arrangisas and insurance, etc. These
companies offer a complete package for the busitres®llers so that they can
concentrate on the business.

The needs of the business travellers differ frive needs of the ordinary
tourists. In most cases travel agents do not usdathl directly with the person who
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IS going to be using the services — it is morelyike be the secretary or an assistant
who makes the arrangements. For the ordinary tsutiee arrangements for the
flights, the hotel, the resort, or whatever argalt of the fun, and they want to spend
time choosing them. But for the business traveahey are just a means to an end.
First and foremost what business traveller wantspsed and efficiency. The
company specializing in corporate travels keepsikdet records of the clients’
history, all their preferences and particular neéfis the company knows which
airline the clients prefer to fly with, which clageey want to fly, and other
preferences. The success depends on how well thpasty knows the customer and
is able to provide the full range of services fogit needs. The company takes over
the whole contract for a company’s business travedngements. In return it can
offer attractions like discounts and extended ¢yédsets up an account and gives the
client a longer period to pay.

Many airlines began to concentrate on providingnpum service on long haul
flights especially for the first and business cldsssiness traveller with the
development of more sophisticated business travabeds over the last 15 years.
They have also been working on tools that benkét husiness travellers such as:
improved and competitive mileage programs, quickckhin and online check in,
lounges with broadband connection, etc. In generlcerning the flight, the most
important things for the business travellers aghtltimes, a speedy transfer through
the airport, express check-in and check-out. Autamggrades, which some airlines
offer, are especially important for the frequertvéller. The company must know
which airlines have special promotions to savectiemt money.

As to the choice of accommodation, the main pezfee for the business
travellers is location — not far from the airporidanot far from the city centre,
assuming that the hotel has everything that woedgrd as essential, such as en suite
facilities, access to fax and modem. Such thingseeting rooms and business suites
can be important, depending on the purpose of ripe Rarticular clients are very
loyal to certain hotel chains, partly because tbay often get better deals through
‘Priority Clubs’ — things like discounts, expresseck-in and check-out, extended
check-out time upon request, special rates fomagsi and leisure car rentals as well
as other regular special offers.

While internet booking engines have become the diestination for around
60% of leisure travellers, business travellersgeslly with the need for itineraries
that may include more than one destination, haNMef@tind that a knowledgeable
travel agent may be their best resource for bétteet pricing, less hassle and better
air and land travel planning. For larger busineasel accounts these travel agents
take on a travel management role, and are refeweds Travel Management
Companies (TMCs), providing services such as ctauscy, traveller tracking, data
and negotiation assistance and policy advice.

1. Read the text and answer the following questions
1. What does the notion ‘business tourism’ comg@rifmes the notion ‘business
travel’ envisage the same?
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2. What part on a hospitality market belongs toiress travels? How can the total
revenues from business travels be estimated?

3. What fields does the operation of a typical campspecializing in corporate
travel comprise?

4. What differences are there between dealing witbusiness traveller and an
ordinary tourist?

5. What does a business traveller look for whearming a trip?

6. What tools that benefit the business travelenge been developed by a number of
airlines?

7. What are the main preferences the businessliees/@ave concerning the choice
of accommodation?

8. What services and additional bonuses can thebmesmip of a Priority Club
provide?

9. Why do most business travellers prefer to follbw standard booking procedure
through a travel agency and do not usually dedl soime internet booking engines?

2. Develop the lists of things which are of speciamportance for a business
traveller while arranging a flight and a hotel. Putthem in the order of priority.
Add your own ideas. Discuss your choice in groupd @our.

» express check-in /check-out * room for business meetings

* reclining seats * express reservation
» achoice of flight times * modem point in the room
e corporate discount rate e automatic upgrade
» achoice of airlines * good food
» free newspaper * lots of leg-room
» access to fax » secretarial service
* immediate car hire pick-up on < limousine service from
arrival airport to hotel
e sports centre » air miles incentive scheme
» close to the airport » transfer service
FLIGHT HOTEL
1. 1.
2. 2.
3. 3.
4, 4,
5. 5.
6. 6.
7. 7.
8. 8.
9. 9.
10. 10.
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LANGUAGE FOCUS
1. THE PARTICIPLE

Active Passive
Participle | (Indefinite) obtairing being obtaired
Participle | (Perfect) hauvng obtaired havng beenobtaired
Participle Il obtaired

The Functions of the Participle

Participle | (Indefinite)

Part of the Predicate

They arewaiting at the reception.

Attribute

The managemeetingthe participants will explair
all the details of the conference organizational
procedure.

The informatiorbeing obtainedvas the most
valuable to forecast the future expenses.

Adverbial modifier

Obtaining this information, the manager asked

the assistants to develop the ways of improving
reservation procedure for permanent business

clients.

Being obtained the bill is usually carefully
checked by our department to avoid any mistak

) the

KES.

Participle | (Perfect)

Adverbial modifier

Having obtainedthis complaint, the manager
immediately took all necessary measures.
Having been obtainedthe guests questionnaires
were processed by our team.

U7

Participle Il

Part of the Predicate

Theyhad alreadysignedall the documents when
we arrived.
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Attribute Many featuresssociatedvith resort hotels are
available.

Adverbial modifier When obtainedthe information is usually stored
in our database.

1.1 Rewrite the sentences using participles.
1. He was sitting on the terrace and he was enjogimarvelous sea view.

3. After they had estimated all the advantagegehog a new property, they
accepted the terms.

5. The builders damaged the electric wire whilg/there performing the repairing
work in the business centre.

8. Because he didn't save the information, he baddrt his calculations from the
very beginning.

10. When he was asked a direct question he tolyiweg he knew about the
accident at the hotel.

1.2 Translate the sentences paying attention tbe functions of the participles.

1. Abrokenvase lay on the floor in the middle of the room.

2. Two foreign guests passed tatking loudly.

3. She wasitting in a comfortable arm-chaiecollectingin her memory all her
impressions of that wonderful day.

4. Entering the room, he found everything in perfect order.

5. The porter came icarrying his suitcase.

6. He liked to rest in the evenimgalking slowly in the park near the hotel.

7. The womarwaiting in the lobby left you a message the day beforecyday.
8. The clouds werkt up by thesettingsun.

9. Being invitedto the conference, he left for London.
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10. Openingthe door, she turned on the light.
11.Having left the luggage at the hotel, they decided to walkisdahis marvelous

city.

12. They reached the robhdingto the city.

13.Travelling in Africa, he saw a lot of interesting things.
14. Whilestayingin London, he met a few useful people.
15. | have beestudyingFrench for five years.

2. CONDITIONALS.
2.1 TYPES OF CONDITIONALS.

Conditionals are clauses introduced with

Type O
general truth

If-clause
(hypotheses)

Main clause(result)

Use

if + present simple

present simple

something whicis
always true

If youinform about your delaythe hotel usuallyoldsthe room for

you.

Type 1
real present

if + present simple,
present continuous,
present perfect or
present perfect
continuous

future / imperative
can/may/must/should
could + bare
infinitive

real — likely to
happen in the
present or future

If the weathers good tomorrow, wavill go to the beach.
If you're ever in this city, yoghould comeandyvisit us.

if + past simple or

would/could/might

imaginary situation

Type 2 past continuous + bare infinitive contrary to facts in
unreal the present also
present used to give advice
If I lostmy passport, Would goto my embassy for a replacement.
If I wereyou, Iwould choosehe half-board.
If + past perfect or | would / could / might | imaginary situation
Type 3 past perfect + have + past contrary to facts in
unreal past | continuous participle the past; also used tq

express regrets or
criticism
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the guest’s bill.

gotsubstantial profit.

If I had beermore careful, wouldn’t have madesuch a mistake in

If wehad startedto develop this destination earliave could have

2.1.1 Choose the most appropriate answer.

1. I like this package tour. Ifit .........

............. cheapéwould book it.

Ais C would be
Bhad been D were
2.1hopeshe ...................... mind if | stay at the samogel.
Awon't C doesn’t
Bwouldn’t Wwould
3. She would have informed him about her arrivahie ...................... his
address.
Aknows Khew
Bwould know D had known
4. Even if | had enough money, | ...................... hirestioar
Acould C would
Bmight D would not
5. What would happen if someone ...................... this bathccidentally?
Awill press C pressed
Bwould press D had pressed

6. If | have aweek off, | ................

...... to France wibu.

Acan go C could have gone
Bcould go D would have gone
T enough money, | could have stayd five-star hotel

during my vacation.

Ahad C would have
Bhad had D would have had

S T | O you, | would rip up the contrawaiith this tour operator.
Aam C had been
Bwould be D were

S Mrs. Green call, tell her I'll be baekound four o'clock.
ACould C Should
BMight D Would

46




10. She would have been disappointed if we .................. samething special
from this exotic country.

Awon’t bring C didn’t bring
Bwouldn’t bring D hadn’t brought
11. We were terribly late. If we had taken a tawstead of a bus, we ..................
on time.
Acould arrive C might arrive
Bmay arrive D might have arrived
12, | known his true intentions, | woutdt have allowed him to
stay in this country for longer period.
AHave C Should
BHad D Were
13.They ......cccivinnne. for a picnic tomorrow if the weathgets warmer.
Awill go vduld go
Bwent D would have gone
14, o, | you I would chose another air line.
AWill be C Would be
BWere D Would

2.2 WISH/IF ONLY
We use the vertwvish and the expressiahonly to express a wishf only is
more emphatic thahwish.

e wish/if only + past simple/past continuoushen we want to say that we would
like something to be different in tipeesent.
e.g.l wish/ If only | could stayat this luxurious hotel(butl can’t stay at this
hotel now.)
e wish/if only + past perfecto express regret that something happened or did no
happen in theast.
e.g. wish| had investigatedhis complaint in detail(butl didn’t investigate ii.
If only | had reserved table in advancdgbut| didn’t reserve it in advancg.
e wish/if only + would:
a) for a polite imperative
e.g.l wishyouwould paymore attention when you are working with clients.
b) to express our wish for a change in atgation or someonés behaviour
because we are annoyed by it
e.g. Ilwishthe weathemwould change (wish for a change in a situation)
If only John would stop coming lafgvish for a change in  someone’s
behaviour)
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After the subject pronourisandwe, we usecouldinstead ofwould.
e.g. | wish wecould change the information in the last brochure.

Note: We can usevereinstead ofwvasafterwish or if only.
e.g. | wish shewere/wagpreparedfor the interview to reduce stress.

2.2.1 Linda has just been accommodated. It iS'what she expected, and she is
disappointed. Read what she says and make sentencesin the example.

e.g. | wish my room wasn’t/weren’t so small.

° | am in a twin room, so | haves | don’t have an extra towel in the
to share it with someone else.  bathroom.

e Theroom s very noisy e The food in the restaurant is not tasty.
because it overlooks the busy
street.

e The staff don’t speak Englishe  The hotel is too far from the places of
well. interest.

e The shower doesn'twork. e The room rates are very high.

2.2.2 Ms Reston has just returned from the packagholiday. She is not satisfied
and is going to write a letter of complaint. Read Wwat she says and make
sentences, as in the example.

e.g. | wish I had known more about the resort

The holiday was arranged terrible.

| couldn’t check in as the flight was overbooked.

| wasn't offered any explanation by the check-mffst
| couldn’t find any representative of the tour cgier.
The plane was extremely crowded.

The meal was disgusting.

The flight attendant ignored all the requests.
There was nobody to meet us at the airport.

The coach was late on the way back.

My luggage was lost.

The service was awful.

3. REPORTED SPEECH.

3.1 REPORTED STATEMENTS. MODALS IN REPOTED SPEECH.
CHANGING PRONOUNS AND ADVERBS IN REPORTED SPEECH.
We usually report someone's words a long time #fiey were said. In this case the
introductory verb is in the past simple and thesésnchange as follows:

Direct speech Reported speech
Present Simple - Past Simple

They said, ‘Weervebreakfast from They said that theyervedoreakfast from
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8a.m. to 11la.m.’ 8a.m. to 11a.m.

Present Continuous - Past Continuous

They said, ‘Ware not doingany They said that thewere not doingany
more overtime.’ more overtime.

Present Perfect - Past Perfect

She said, ‘havealreadysentthe She said that shead alreadysentthe
copy of the contract.’ copy of the contract.

Past Simple - Past Simple or Past Perfect

The article said, ‘lwwasthe most The article said that #vas/had beenhe

popular destination of that season.”  most popular destination of the season.

Past Continuous - Past Continuous or Past Perfect
Continuous

‘We were tryingto find the resort He said that thewere trying/had been

representative,” he said. trying to find the resort representative.

Future (will) Conditional (would)

They said, ‘The company will pay aII They said that the company would pay all

the expenses.’ the expenses.

Certain words and time expressions change accordirtg the meaning of the
sentence as follows:

now - then, at that time, last week - the week before,
immediately the previous week
today, - that day, that night next week - the week after,
tonight the following week
yesterday - the day before, two days ago - two days before
the previous day
tomorrow - the next day, here - there
the following day
this week - that week come - go

When we report someone’s words a short time aftehey were said, the tenses
can either change or remain the same in reported sgch.

Certain modal verbs change in reported speech asliows:

will/shall - would can - could/would be able t¢future reference)
may - might must - must/had to(obligation)
can - could shall - should (asking for advice)
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3.1.1 Report the sentences.
1. They said, ‘We always guarantee the highestlstaof services to our guests.’

TREY SAIA ... e
2. She said, ‘I noted the woman’s request yesterday

SN I .. e
3. He said, ‘They will provide a car park exit cattecheck-in.’

HeE S ... e
4. You said, ‘I can deliver your car in half an hou

(0 T 7= o
5. They said, ‘Your rooms have been held.’

HE Sad ..
6. He said, ‘We aren’t going on holiday this year.’

HE Sad ..
7. The manager said, “You should assist clients gdmnot speak the local

language.’

The manager SaId ... ..ot e
8. The greeter said, ‘If it were my responsibilityyould buy flowers to decorate

the dining room.’

The greeter Said ...t e e e et e e e e e
9. The maitre d’ said, ‘If the banquet manager cgme’ll show him the whole

menu.’

The maitre d' Said .......oeei i e

3.2 REPORTED QUESTIONS.
Reportedquestionsare usually introduced with verbsk, inquire, wondelor
the expressiowant to know.

When the direct question begins witlqiestion wordwho, where, how old, how
long, when, why, whagtc.), the reported question is introduced withghme
guestion word.

e.g."Whatdo you want to know about this package holidah@ asked me.
She asked mhat | wanted to know about the package holiday.

When the direct question begins withauxiliary (is, do, havepr amodal verb
(can, mayetc), then the reported question begins vifitbr whether,
e.g. Haveyou been to China before?
He asked mé#& whether| had been to China before.

3.2.1 Report the following questions.
1. The guest asked, ‘Is there an open-air swimmpow near here?’



4. ‘Where can | buy local handicrafts?’ the touridtexs

3.3 REPORTED COMMANDS/REQUESTS/ SUGGESTIONS
To reportcommandsor instructionsin reported speeckye use the introductory
verbsorder or tell + sb + (not) to-infinitive
e.g.The Customer Service Manager said to his assistamsestigate these
complaints in detail and take urgent measures.’
The Customer Service Manager ordered his assist@niceestigatehe
complaints in detail and take emgymeasures.

To reportrequestswe use the introductory verbskorbeg + sb+ (not) to-infinitive.
The direct sentence usually contains the wordsagaé
e.g.'Help me, please, with my luggage,’ the guest askegorter.
The guestsked the porter to helpim with his luggage.
‘Please, please don't leave our suitcaseas hehe said to Colin.
Shébegged Colin not téeavetheir suitcases there.

To reportsuggestionswe use: the introductory vesiggest +ing fornor suggest +
that + sb (should) + bare infinitive.
‘How about spending another couple of days here?siiggested.
Hesuggestedpending another couple of days there.
‘Why don't we go to a sightseeing?bshe said.
Sheuggested that we should ¢go a sightseeing tour.

3.3.1 Turn the following sentences into reported g&ch.
1. They requested the participants of the conferegtease, register at the
reception if you would like to go to the excursion.

3. An attendee asked the expert, ‘Could you marthe ways to train and teach
our staff?’

4. The manager said, ‘Prepare your ideas conaethaimprovement of our
service.’
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8. ‘Shall we go bowling this evening?’Mark suggeiste

9. The woman said to the waiter, ‘Can you bringsome water, please?’
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