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ABSTRACT

Bachelor’s degree in 43.03.02 Tourism
Course title: “Communication Skills for Tourism and Hospitality”
Basic part : 12 credits
Teachers and instructors: E.V. Makartseva , senior teacher, A.V. Sokolova,
senior teacher, S.V. Frolova, senior teacher.
At the beginning of the course a student should be able to:
- communicate in English using professional tourism and hospitality
vocabulary
- use correct structures typical of professional intercourse
- read and understand relevant authentic materials.
- understand and translate documents used in everyday activities
- relate the results of researches in writing
- understand professional English speakers by ear
Learning outcomes:
At the completion of the course the students are expected
- to possess Business English and communication skills competences
that impower them to read and understand relevant documents the
tourism companiesand hotel staff encounter
- to understand English and American language users™ speech
- to write relevant notes, explanations, letters, reports, academic
research assignments and all sorts of hotel's documents
- to classify tour operating companies, hotels and hotel departments,
- to describe, identify and explain functions and responsibilities of the
staff, systems and technologies of labour, methods and sources of
acquiring income
- to work in a team and tolerantly accept social, ethnic, confessional
and cultural differences.

Course description:



The content of the course “Communication Skills for Tourism and
Hospitality” doesn’t envisage lecturing materials as far as the theoretical and
informational part of it has been distributed through practical, laboratory and
independent activities in such a way that the themes could be discussed during
interactions in the classroom or via internet.

The main themes covered during classroom sessions are:

- Introduction to customer care. Customer care success. Businesses and jobs.
On line services. The most successful sites.

- Face to face with customers. Business meetings. Efficient presentations.

- Dealing with customers on the phone. Rules and practices of the customer
care talks.

- Call center success.

- Delivering customer care through writing.

- Dealing with problems and complaints.

Main course literature:

1.Rosemary Richey English for Customer Care.- Oxford Express Series, 2011.
2.Miriam Jacob English for International Tourism: Students’book and Workbook.
— Longman, 2009.

3. Harding K. High Season English for the Hotel and Tourist Industry.
Workbook.- Oxford University Press,2009.

4.Harding K. High Season English for the Hotel and Tourist Industry .Course
Book - .Oxford University Press, 2009.

5.Understanding Tourism: Basic Glossary [ Electronic recourse] — 6.Electronictext

data.



URL.: http://www.media.unwto.org/zh-hans/node/28110Tourism Glossary [

Electronic recourse] — Electronic text data. — URL.: http://www.gdrc.org/uem/eco-

tour/t-glossary.htm/ Tourism: Basic Glossary [ Electronic recourse] — Electronic
Text data. — URL.: http://www.media.unwto.org/zh-hans/node/28110

List of Additional Literature

7.Drozdova T. U. Publishing center Himera, English Grammar,2007.

8.A Large Glossary of International Tourism Terms .Gerda Publishing House,
9.Vorobjova S.A. Your Way to Tourism M. Philomatis ,2008

10.Additional texts for the themes covered.

11.Murphy R. English Grammar in USA for intermediate students. — Cambridge
University Press, 2008.

12. Garcia, C. Impacts of Tourism Development on Water Demand and Beach

Degradation on the Island of Mallorca (Spain) / C. Garcia, J. Servera //

Geografiska Annaler. Series A, Physical Geography. — 2003. — Vol. 85, Ne 3/4.,
Papers Presented: International Symposium on Land Degradation and
Desertification. — P. 287-300.

Form of final control: exam


http://www.media.unwto.org/zh-hans/node/28110
http://www.gdrc.org/uem/eco-tour/t-glossary.htm/
http://www.gdrc.org/uem/eco-tour/t-glossary.htm/
http://www.media.unwto.org/zh-hans/node/28110
http://www.jstor.org/stable/3566172?&Search=yes&searchText=tourism&list=hide&searchUri=%2Faction%2FdoBasicSearch%3FQuery%3Dtourism%26acc%3Don%26wc%3Don&prevSearch=&item=20&ttl=13793&returnArticleService=showFullText
http://www.jstor.org/stable/3566172?&Search=yes&searchText=tourism&list=hide&searchUri=%2Faction%2FdoBasicSearch%3FQuery%3Dtourism%26acc%3Don%26wc%3Don&prevSearch=&item=20&ttl=13793&returnArticleService=showFullText
http://www.jstor.org/action/doBasicSearch?Query=au%3A%22Celso+Garcia%22&wc=on
http://www.jstor.org/action/doBasicSearch?Query=au%3A%22Jaume+Servera%22&wc=on

AHHOTanMs K padoueii mporpaMMe QM CIHUANINHBI
«KoMMyHUKAIIMOHHBbIE HABBIKM B TYPH3Me U FOCTENNPUUMCTBE HA

AHTJIHNCKOM AI3BIKE)»

VY4eOHblii  Kypc «KoMMyHHMKAllMOHHBIE HAaBBIKK B Typu3Me U
FOCTENIPUUMCTBE Ha AHTJIMUCKOM SI3bIKE» TMpEIHAa3HAYeH IS CTYJEHTOB
HarnpasyieHust ToAroToBku 43.03.02 Typusm.

Huciuminia « KoMMyHHUKalMOHHBIE HAaBBIKK B TYPU3ME U FOCTETIPUHMMCTBE
Ha aHTJIMICKOM SI3BIKE» BKJIIOUEHA B COCTAB BapUATUBHOW YaCTH KaK JUCIUILUIMHA
0 BBIOOPY CTYACHTOB.

OO6miast TpyJI0EMKOCTh TUCHUIUIMHBI COCTaBJISeT 12 3a4eTHBIX €IUHHIIL,
648/648 yacoB. Y4eOHBIM IJITAHOM IO JAHHOW CHEUUATBHOCTH MPETYCMOTPEHBI
naboparopHbie paboThl (376/96 yacoB, B TOM 4ucie ¢ HUcmojb3oBanueM MAQO —
81/42 4aca), camoctosTenbHast padora (245/531 vacos, B Tom uucie 90/90 gacos
Ha MOJITOTOBKY K 2K3aMmeHy). Jlucuurminna peanusyercs Ha 2, 3, 4 kypce B 4, 5, 6,
7, 8 ceMecTpax.

Jucnuminaa « KoMMyHUKaIIMOHHBIE HABBIKM B TYPU3ME U TOCTEIIPUUMCTBE
Ha aHTJIMKMCKOM SI3BIKE)» JIOTUYECKH U COJIEPKATEIBHO CBsI3aHA C TAKMMU KypCcamu,
kak «MHOCTpaHHBIA  SI3bIK  (QHTJIMUACKUN)», «MEXKIYHAPOIHBIA  TypU3M»,
«Opranu3aiiys ¥ TEXHOJIOTUSI TYPOIEpaTOPCKON U TypareHTCKOUN AesITeIbHOCTIY U
MO3BOJIIET MOJATOTOBUTH CTYAEHTA K OCBOCHHUIO psAlla TAaKUX HUCIUIUIMH, KaK
«TyponepedTuHI», «IKONOTMYECKUHN Typu3sM», « CepBUCHAS AEATEIBHOCTDY.

ConepxaHue TUCHUILUIMHBI OXBAaTHIBAET CIEAYIOLINUN KPYT BOIIPOCOB:

VYcnex pabotel ¢ knueHtamu. MHTEpHET ycnyru. Ycnemnbie cailtel. [Ipodeccun
KJIEpKa Ha TMpueMe, TYpPUCTUYECKOIO areHTa, KypOpTHOTO MPEeICTaBUTEI,
KOHCbEpKa, MEHeKepa oTensd, med-moBapa, padOTHHUKOB KyXHH, MEHEIKepa
pectopaHa, oduuuanTta, 6apMmeHa, IIBeapa, MOPThE, METPIOTENS], TOPHUYHBIX,
pabOTHUKOB TEXHUUYECKHUX CIYKO U Jp., BKIIOYAIOMIKNX B €01 KOMMYHHKATUBHBIC
HaBBIKH. XapaKTEPUCTUKH, TPUCYIINE YCIEIIHBIM UHTEPHET ciykOam. Pexiama
npodeccuii. IlookUTeNbHBIE W OTPULIATENIBHBIE TMPUMEPHl  00CITYKUBAHUS

KJIIMCHTOB. OHpOCI)I KIIMCHTOB.



Bcerpeun Ha nenoBeix Meponpusatusiax. (PpPpexkTrBHBIC TPE3CHTAINN.

CoBeTbl BeOCANTOB clyKalluM, pabOTaIOIMM C KIMEHTaMHU. SI3bIK OOIIEHUS.
SA3bik xecToB. CrocoObl BBIpAXKEHUS! MPOCHOBI MOMOYb, MOAOKAATh, MPOSCHUTDH
cutyanuio. Busutr B kommanuio. 3HakoMcTBO. [IpuBercTBusa. OOmmii pa3roBop.
[Ipennoxxenue ycnyr. 3aBepuieHue obOmieHus. llepconan kommanuu, ciyx0a
nmpremMa ¥ OOCTY)KHUBaHWMsI, CITy)kOa yIpaBJICHHUs IEPCOHATIOM, WH(MOpPMAITMOHHAS
ciyx0a, cpeaHuil mepcoHan KoMmanuu. KOHTaKThl C KIMEHTAMH IO TeIe(OHY.
[IpaBuna pasroBopa ¢ KIMEHTaMH. Y cIieX padoThl IEHTPOB CBS3U C KIIMEHTAMH.

Hean AUCHUIJIMHBI — UW3YYCHHE TEOPETHYECKOTO Marepuaia
MH(OPMAIMOHHOTO XapaKTepa 00 0COOEHHOCTSIX KOMMYHUKAIIMKM B cepe yCIayr u
Ou3Heca, a TakkKe OBJIAJICHUE CHEIUAIbHONW JIEKCUKOW WHIYCTPUU TypuU3Ma H
TOCTEIPUHUMCTBA, PEYCBHIMH HABBIKAMHU, HEOOXOJUMBIMUA B padOTe CIICIMAINCTA
chepsl cepBHca M TypU3Ma, a TaKXKe NPUMEHEHUE TMOJYYCHHBIX 3HAHUM Ha
MIPAKTUKE B PEUEBBIX U JPYTUX CUTYAIUSAX MPU OOIICHUN HA aHTJIMHCKOM SI3bIKE.

3agaum:

e chopMHpPOBATh CUCTEMATHU3UPOBAHHBIE 3HAHUS 00 OCOOCHHOCTAX
KOMMYHUKAIIMI ¥ HOpMaX MOBECHUS CIICIIUATUCTOB Chephl CEPBUCA U TYPU3Ma B
Pa3TUYHBIX CUTYaIHSIX;

® HAy4YuThCS BECTH Oeceqy B MpejiesiaX TeMAaTUKH, CBI3aHHOU C TypU3MOM
U TOCTEITPUUMCTBOM;

® OBJIAJICTh CITOCOOHOCTBIO TPUMEHSATH TEOPETUUECKIE 3HAHUS U HABBIKU O
croco0ax KOMMYHHMKAIIMK Ha MPAKTUKE;

® 03HAKOMHUTH CTYJCHTOB C MEKKYIbTYPHBIMH OCOOCHHOCTSIMHU OOIICHUS
B Pa3IUYHBIX CUTYAIIUSIX MTOBCEIHEBHOTO OOIIECHNS;

e chopMHPOBATH OCHOBHBIC YMEHUSI YCTHOTO U MUCHbMEHHOTO OOIICHUS B
paMKax U3y4aeMbIX TEM IS PEIICHUS Pa3IMYHOTO BUJ1a KOMMYHUKATHBHBIX
3amad.

JI71st ycrienrHoro u3y4eHus AMCIUIUINHB « KOMMYHHUKAITMOHHBIC HABBIKH B
Typu3Me U TOCTEIPUUMCTBE Ha aHTJIMHACKOM SI3BIKE» Y O0YJArOIITUXCSI TIOJKHBI

OBITH CHOPMUPOBAHBI CIIETYIOUIUE TPEIBAPUTEIBHBIE KOMIIETEHIINH:



— COCOOHOCTh K KOMMYHHUKAIIMU B YCTHOM U MUCbMEHHON (hopme Ha
MHOCTPAaHHOM SI3bIKE JUISl PEIICHHS 3a/1a4 MEKIMYHOCTHOTO U MEXKYJIBTYPHOTO
B3aUMO/ICHCTBHUA.

B pesymbrare u3yueHus JaHHOW JAUCHUIUIMHBI Yy  OOyYaroIIUXCS

dbopmupyeTcs cienyronme npodeccuoHaaIbHble KOMIETEHIUH:

Kox u hpopmymuposka Oranbl GOpMUPOBAHUS KOMIICTCHIIUN
KOMITCTCHITHH
OK-3 Cnoco6HOCTB K Jlexcudeckue equHUIBI, (Hpasbl, peueBbIe KIHUIIIE,
KOMMYHHKAIUH (YCTHOH | 3HaeT MpaBmIIa, CIIOCOOBI U METOJIbI OpPraHU3alluy Iporecca
Y IMCbMEHHOMW ) Ha 00CITy>)KMBaHUS TYPUCTOB.
AHTTIMUCKOM A3BIKC LA Hcrons30BaTh MX B COOTBETCTBYIOMIMX YUCOHBIX U
Ymeer
PCIICHI 3a/1aq POPECCHOHATBHBIX CHTYAIUSX.

MEXIUYHOCTHOI'O U
KommyHuKkanueii, B TOM 4HClI€ © HA MTHOCTPAaHHOM
MEKKYJIbTYPHOTO Bnaneer

. (aHrHIiCKOM) SI3BIKE .
B3aUMOJICHCTBHS

ITpaBuna pabOThI B KOJJIEKTUBE U OCO3HAET

OK-4 Cnnoco6HOCTh
HEOOXOAUMOCTh TOJIEPAHTHO BOCIIPUHMMATH

paboTaTh B KOJUICKTHBE
3HaeT COLIMAJIbHBIC U KYJIBTYPHBIC PA3JIUYHUs, & TAKKE

KOMAaH/1bl, TOJIEPAHTHO .
npaBujIa OOIIEHUs U 00CTyKUBaHUS TOTpeOuTENeH

BOCIIPUHUMATD

TYpHIpPOAYKTa
STHUYECKHE,

ITogunpsThCs, pyKOBOJINUTH U PErYIUPOBATH
COLIMAJIbHBIE,

Ymeer KOH(IMKTHBIE CUTYallUU U BBIMOJHATh €KEHEBHBIE
KOH(eCCHOHATIbHBIE U
TpeGoBaHuUs 0OCTyKUBaHUs MOTpeduTeneit ycmyr
KYJIbTYpHBIE pa3IHyusl.

KoMMyHUKalImOHHBIMHM B TOM YHUCJIE U
Bnaneer
AHTJIOS3BIYHBIMHY HaBBIKAMHU

Jiist popMupoBaHUS BBIIEYKa3aHHBIX KOMIIETCHIIMM B paMKaX JUCIUTIIMHBI
«KoMMyHHKAITMOHHBIC HABBIKK B TYPU3ME M TOCTETIPUUMCTBE HAa aHTJTUHCKOM
S3BIKE» TPUMEHSIOTCS CJICTYIOITNE METO/IbI aKTUBHOT'O/ HHTEPAKTUBHOTO
obyuenus: Case Study, nemoBast urpa (MMUTAIMS CUTYaI[Hil ), TPOOJIEMHOE

oOyueHune, yaeOHbIE MUHU TTPOCKTHI.



|. CTPYKTYPA U COAEPXKAHUE TEOPETUYECKOM YACTHU KYPCA

Teopemuueckas yacmeo He npeodycmompena 8 oucyuniume
«Kommynuxamusnvie nasviku 6 mypusme u 20CMENnpPUUMCMEe HA AHIULCKOM
A3bIKEY

1. CTPYKTYPA U COAEPKAHUE NPAKTUYECKOM YACTH
KYPCA

OcHOBHBIE TEMBbI TAOOPATOPHBIX U MPAKTUYECKUX 3aHITHIA
pacnpenesnsaoTcs M0 CEMECTPAM CIEAYIOMIMM 00pa3oMm:

2 kypc (3 cemecTp-36 yacos)

Tema 1. Ycnex padorsl ¢ kaneHTaMu. UHTEpHeT yCayru. Y cnemHbie
CalThbI. (64acoB)
Nudopmanmonnsiii Matepuan: BerynurensHas 6ecefa 0 BAXKHOCTH YMEHHS

pabotats ¢ kimeHTamu. [Ipodeccuu kiepka Ha mpueMe, TypUCTUYECKOTO areHTa,
KypPOPTHOTO MPEJICTABUTENS, KOHChEpKa, MEHEIKepa oTesl, med-nosapa,
pabOTHUKOB KyXHH, MEHEKEpa pecTopaHa, oduiianTa, bapMeHa, mBeniapa,
MOPTHE, METPAOTENS, TOPHUYHBIX, PAOOTHUKOB TEXHUYECKUX CIIYXKO U 1.,
BKJIIOYAIOIINX B C€0s1 KOMMYHUKATUBHBIE HABBIKU. XapaKTEPUCTUKHU, TPUCYIIIUU
YCHENIHBIM UHTEPHET city>k0am. Pexnama npodeccuii Ilonoxutenbabie u
OTpHUIIATEIbHBIE MPUMEPHI 00CITY)KUBaHUS KIUEHTOB .OMpOChl KJIIUEHTOB.

Jlexcuka: HazBanue npodeccuii B Typu3Me U TOCTEIPUUMCTBE,
GbyHKIIMOHATBHBIE 00sI3aHHOCTH TIEpCOHANa, ero npuoputeThl. [Ipobiemsl,
BO3HUKAIOIIME TpHU oOIIeHUH ¢ KiaueHTaMu. CriocoObl UX yperyJrupOoBaHUsI.
XapakTEepUCTUKHU YCIICIIHBIX CAUTOB HHTEPHET- yCIyT. [[puMepsl pekinaMHbIX
o0bsBiIcHUMN. JINUHBIC KauecTBa MEpCOHAIA.

['pammatuka: CteneHu cpaBHEHUS MpUJIaraTeNbHbIX. MOJANbHbIE TI1AroJIbl.



Yrenne: AyTEHTUYHBIE TEKCTHI, ONHUCHIBAIOIINE OOIINE YEPTHI ,[IPUCYLIUN
YCHEIIHbIM CalTaM UTEPHET YCIYT U Mpo(deccuu B pa3InYHbIX TYPUCTUUECKUX
KOMITaHUSIX. OTPBIBKY U3 ayTEHTUYHBIX UICTOYHUKOB, JUAJIOTH, PEKJIaMa.

AynupoBanue: 3BYKO3alHCh ayTEHTUYHBIX IMAJIOrOB, MArHUTO()OHHBIE
3anucu, WIKI.

YcrHas peub: [loaroroBieHHas MOHOJIOTMYECKAS U AUATOTUYECKAs PEYb B
JIETAIbHBIX OTBETAX HA BOIMPOCHI, pacckazax 00 00s13aHHOCTAX U (PYHKIHAX
NepcoHana, o mpodaeMax ,BO3HUKAIOIIMX IPHU OOIICHUH C KIMEHTaMH U CIIOco0ax
UX YpEryJIMPOBAHMS, IOATOTOBJICHHBIE TUYHBIE KOMMEHTAPHH.

[Tucemo: KpaTkue scce o BAXXHOCTH yMEHHS paboTaTh C KIMEHTaMHU.
[Tpodeccuu B Typr3Me U rocTeIpUUMCTBE. 3asiBICHUE O IIPUEME Ha paldoTy.
Pesrome.

Tema 2. JIunoM K Juiny ¢ KineHToM. Berpedyu Ha 1e10BbIX
MeponpusaTuax. IpdexTuBHbIe npe3eHTanuu. (12 yacos )

Nudopmanmonnsiii Mmatepuan: CoBeThl BEOCAUTOB CIIyX aIlUM, padOTatoIIM
C KIMeHTaMU. SI3bIk oOuieHus. S3bIk sxecToB. CoCcOObI BBIpaXKEHUS TPOCHOBI
IIOMOYb, MOJIOKIATh, IPOSICHUTh CUTYallHi0. BU3UT B KOMITaHHUIO. 3HAKOMCTBO.
[TpuerctBus. O0Ouwmit pazrosop. [Ipennoxenue yciyr. 3aBepiieHue oOIeHUs.
[lepconan koMIanuu, ciy»0a npruemMa u 00CITy)KUBaHuUs, CIyk0a yrnpaBieHUs
NEePCOHANIOM, MH(OpPMALMOHHAs CIy*)0a, CpeJHUI NIepcoHal KoMnaHuu. JIekcuka:
[TpuseTcTBUSI, 001U pa3roBOp, CIIOCOOBI MPEATIOKEHUS YCIYT,KOHKPETHbIE
npemsoxxenus. HazBanus oKHOCTEN B KOMITAHUHU, Ha Cityxk0e npuema. [Ipumepsl
IPEOCTABIIIEMBIX YCIYT, TOJDKHOCTEN, (PYHKIIMOHATIBHBIX 00s13aHHOCTEN
YIPaBJISIOIUX, PAOOTHUKOB IIPHUEMa rocTel, HEKOHTAKTHBIX U TEXHUYECKUX
CIIy’k0, cCXeMa YIpaBJI€HUs, OMCAHUS YIOOCTB U YCIYT.

['pammaruka: KpaTkuii 0630p cucTeMbl BpEMEH.

YreHue: ayTeHTUYHBIE TEKCTHI, BEIACPKKH U3 TOKYMEHTALUU, (DOPMYIISPHI,
AIIEKTPOHHBIE UCTOYHUKH, TUATIOTH, OOBSBIECHUS U PeKIama.

VYcrHas peub: 1.YnpakHeHHs IO pa3BUTHIO HABBIKOB MOATOTOBIEHHON pPeyH,
MOJTOTOBJICHHBIE PACCKa3bl, OMUCHIBAIOIINE PA3TUYHbIE TOCTUHUYHBIE CITYKObI U

dbynkuuu nepconana. 2.I1oAroToBieHHBIC JUATOTH U POJIEBBIC UTPHI.



AynupoBanue: 3BYKOBbIE (aiiiibl, MArHUTO()OHHBIE 3aMMCH, KOMITAKTHBIC
JIMCKU C ayTEHTUYHBIMU JUAJIOTaMH U MOHOJIOTAMM.

[Tucemo: CnoBapHbIe JUKTAHTHI, TUKTAHTBI, ICCE, OMUCHIBAIOIINE CITYXKOBbI
KOMITaHWH.

Tema 3. KonTakTtsl ¢ kianeHTamu no rejaedony. Ilpasuia pasrosopa ¢
KjaueHTamMu. (12 yacos)

Nudopmarmonnsiii Mmarepran: CpaBHUTEIBbHAS XapaKTEPUCTHUKA TIPABUIIHHBIX
U HEMpaBUJIBHBIX CIOCOOOB BeACHHS TeNePOHHBIX TmeperoBopoB. Kak ObITh
BEXJIUBBIM, TOBOps Mo TenedoHy. Kak moka3aTe 3aWHTEpPECOBAaHHOCTh U
yBaXEHUIO K KIMeHTy. [Ipumepsr 6ecen no tenedony. Kak npunsate cooOlieHue,
OTBETUTh Ha BOMPOC, CMSATYUTh KOH(GIHMKT, 3aBEPUIUTH Pa3roBOp BEXKJIMBO, B
ITOJIOKUATEIIBHOM KITHOYE.

Jlekcuka: BpIpakeHUsT BEXJIMBOIO, OPUEHTUPOBAHHOIO HAa KIIMEHTA
oOmenusi. Hapeuns, npunaratenbHble, 0003HAYAIOIINE YBAXKUTEIbHBIE CBOMCTBA
crocoObl O0OUIeHUs ¢ KiIMeHTaMu. KaTeropuu u TUIBI MECT, B KOTOPBIX OOBIYHO
IpPOUCXOAUT KOMMYyHHUKaiusi. CrocoObl COCTaBJIEHUSI W BBIPAKEHUSI BOIPOCOB,
pochO, MPEAJIOKEHUIN YCIYT, BBIPAXKEHUSI COTJIACHUS M HECOrJacus, MepeHeceHus
JIEJIOBBIX ~ MEPONPUATHUM, OTMEHA UX, NOATBEPKICHUE IPEIABAPUTEIIHHBIX
JIOTOBOPEHHOCTEM.

['pammartuka: YucnurenbHBbIE. Knaccudukanus YUCIIUTEIbHBIX.
[Tpunararensusie. Hapeuns. Knaccudukarms.

UteHue: AyTEHTUYHBIE TEKCThI, JHUAJIOTH, JAOKyMEHTauus, (HOpMYISIPHI,
peknama.

YcrHags  peub: YIOpaXKHEHUs, PAa3BUBAIOIIME  MOHOJIOTMYECKYID U
JIUAJIOTHYECKYIO PEYb, PACCKA3bI, ONUCAHUSA, JUAJIOTH, ITPE3EHTALUN.

[Tucbmo: JIuKTaHTHI, MUChMa-3aMPOChl, OTBETHI HA 3aIPOCHI, COOOIIECHUS 10
Tenedony.

AynupoBaHue:  3BYKOBbI€ (haiisibl, MarHUTO(OHHBIC 3aMKUCH, KOMITAKTHbBIC
JIUCKU C ayTEHTUYHBIMU JWAJIOTaMH U MOHOJIOTaMH.

Tema 4. Ycnex padoTbl HEHTPOB CBS3HU € KJueHTaMu. (12 yacos)



HNudpopmanmonnsiit Mmatepuan: Onpockl KIueHTOB. O030p OMpOCOB KIUEHTOB
paznuuHbIX oTpacied B BenukoOputanuu. COOTHOIIEHHS B  IPOLEHTax
YIIOBJIETBOPUTENIBHBIX U HEYJOBJIETBOPUTEIBHBIX OT3bIBOB. (CIIOCOOBI yIydIlIEHHUs
OT3BIBOB O paboTe IEHTPOB CBsI3W C KiIHMeHTaMu. CrocoObl ymydIIeHHs
BIIEYATJICHUS] KIMEHTOB. [lpumepbl pa3roBopoB 1o TenedoHy ¢ pabOTHUKAMH
LEHTPOB CBS3M C KIMeHTaMu. [[puMepbl pa3sroBOpoB 0 KOHKPETHBIX 3aKa3ax, cOOsAX
B JIOCTaBKE, HEMPABUIHLHOM HAYUCIEHUU B3HOCOB U TapudoB. KoHcynbTanmoHHbIe
CITY>KOBI.

Jlekcuka: IlpwnararenbHble, ONMCHIBAIOIIME MECTA, KAadeCTBA, XapakrTep,
yCIyTd U yAo0OCTBa. Ha3Banus areHTcTB, YCIIyT, MECTOIIOJIOKEHUH,
OpraHU3allMOHHBIX MepolpusaThii. Hapeuus, onuceiBaromye CTENEHb BBIIIOJIHEHUS
TpeOOBAHMIA.

I'pammaruka: KoHCTpykuuu crpamarenpHoro 3anora. CTelneHH CpaBHEHUS
IIpUJIaraTeabHbIX.

UreHue: AyTEHTHYHBIE U HE AYTEHTHUYHBIC TEKCTHI, JUATIOTH, TOKYMEHTAIU,
(bopMyJIsIpBL, peKiiaMa U OObSIBICHUS.

Bocnpusitue Ha cinyx: KomnakTHble JUCKH, MarHUTO(OHHBIE 3aIUCH,
3BYKOBBIE (paillibl ayTEeHTUYHBIX U HE ayTEHTUYHBIX MOHOJOIOB U JUAJIOTOB.

YcrHas  peus: VYrpaxkHeHHs, pPa3BUBAIOLIIME MOHOJIOTMYECKYIO U
JIUAJIOTHYECKYIO PEYb, PACCKA3bI, ONUCAHUSA, JUAJIOTH, ITPE3CHTALUN.

IIucemo:  JIMKTaHTBI, COYMHEHMS ONMCATEIBHOrO Xapakrepa. llucema-
3ampoChl, OTBETHI HA 3aIPOCHI.

CtpykTypa U coiepXaHHe MPaKTUYECKON 4YacTu Kypca BKJIIOYAeT B cels

TEMaTUKy U COJACp)KaHWE MPAKTUYECKUX 3aHITHH, CEMHUHApOB, J1abOOpaTOPHBIX

pabor.
I1l. YYEBHO-METOJIUYECKOE OBECIIEYEHHUE
CAMOCTOSTEJBbHOM PABOTHI OBYYAIOIIIUXCSI
Y4ebHOo-MeToAnueCcKOoe obecrieueHue CaMOCTOSITEIIbHON paboTHI

06yanOHII/IXCH 10 AHUCHUIIIINHC «KOMMYHI/IKaTI/IBHBIG HAaBBIKM B TYpPHU3MC U



TOCTENPUUMCTBE Ha AaHTIHUIICKOM si3bIke» TmpeactaBieHo B [lpunoxenun 1 u
BKJIIOYAET B ceOs:

IUTaH-Tpa(UK BBINOJIHEHHUS CAMOCTOSITEIbHOW padOThl IO AUCHUIUIMHE, B TOM
qHClie IPUMEPHBIE HOPMBI BPEMEHH HA BBITIOJHEHUE 110 KaXKI0OMY 33JJaHUIO;

XapaKkTepUCTUKa 3a/JaHui JJI1 CaMOCTOSITENIbHOM paboThl 0Oydarolmuxcs U
METOUYECKIE PEKOMEH/IALINHU TIO UX BBITTOJIHEHUIO;

TpeOOBaHUS K  MPEACTaBICHUI0O W OQOPMIICHHIO  PE3yJIbTaTOB
CaMOCTOATENbHON pabOTHI;

KPUTEPHUH OLIEHKHU BBINOJHEHUSI CAMOCTOSITEIbBHON PaOOTHI.

IV. KOHTPOJIb JOCTUKEHUS LEJEN KYPCA

Kozp! u 3Tamnsl popmMupoBaHus KOMIETSHIUN OneHoyHbIE CpEaCTBA
TEeKYIIUI IIPOMEXKYTOYHAs
KOHTPOJTb aTTecTanus
OK-3 3HAET pazjael
1,2 CamMocTosTelb
Has pabora
Paznen 4,5
OK -4 VMeer 3a1ath IpesenTtanus
BOIPOCHI, Paznen 6
OTBETUThH HA HUX
Bnaneer VYerubiit onpoc | Pazoens,6
JTUAJIOTOM
3naet pazaen 7. | denosas urpa | Koumponvnavha
YmMmeer BecTH 5 paboma
Tes1e()OHHBIH [uanoru c | Teneghonnvie
pasroBop KITUEHTaMH nepezosopwi ¢
OK -3,4
Bnaneer KIueHmamu
HaBBIKOM KonTponbHas
Tuaniorudeckon | padora
peun

TunoBeie KOHTPOJIBHBIE 3a1aHUSI, METOJUYECKUE MATEPUAIIbI, ONIPEICIISIIOIINE
NpoIEAYpbl OIEHWBAHUSA 3HAHWM, YMEHUW ¥ HABBIKOB W (WJIH) OIbITa
JEATEIIBHOCTH, a TaKXKe KPUTEPUU W TIOKa3aTead, HEe0OXOIuMbIe ISl OLICHKU
3HAHWM, YMEHUHW, HABBIKOB M XapaKTepHU3YyIOMIMEe dTambl (OPMUPOBAHUS
KOMIIETEHIIMK B MpOLEcce oOpa3oBaTenbHOI

OCBOEHHS MIPOrPAMMEBEI,

npeacrasieHsl B [Ipunoxenun 2.



V. CIIUCOK YYEBHOM JIUTEPATYPbI U UH®OPMAIMOHHO-
METOJUYECKOE OBECIIEYEHHUE JUCHUIIJINHBI

OcHoBHas JuTepaTypa
(onexmponnwvie u neuammvie uz0anus)

1. Rosemary Richey English for Customer Care.- Oxford Express Series, 2011.
2. Miriam Jacob English for International Tourism: Students’book and
Workbook. — Longman, 2009.

3. Harding K. High Season English for the Hotel and Tourist Industry.
Workbook.- Oxford University Press,2009.

4.Harding K. High Season English for the Hotel and Tourist Industry .Course

Book - .Oxford University Press, 2009.
5.Understanding Tourism: Basic Glossary [ Electronic recourse] — Electronic
text data. — URL.: http://www.media.unwto.org/zh-hans/node/28110

6.Tourism Glossary [ Electronic recourse] — Electronic text data. — URL.:

http://www.gdrc.org/uem/eco-tour/t-glossary.htm/ Tourism: Basic Glossary [
Electronic recourse] — Electronic
Text data. — URL.: http://www.media.unwto.org/zh-hans/node/28110

JlonosHuTEILHAS JIUTEPATYypPa

1. dpoznosa T.1O. English Grammar. — Cn6.: «Xumepay, 2007.

2. CnoBapb «bonbIoi riioccapuii TePMUHOB MEKTYHAPOTHOTO
Typuszma». — «l'epaa», 2002.

3. Bopobnéra C. A. “You Way to Tourism”. — M.: «®unomarucy, 2008.

4. JlomOJIHUTEITBHBIC TEKCTHI 110 U3YIaCMbIM TEMaM.

5. Murphy R. English Grammar in USA for intermediate students. —
Cambridge University Press, 2008.


http://www.media.unwto.org/zh-hans/node/28110
http://www.gdrc.org/uem/eco-tour/t-glossary.htm/
http://www.media.unwto.org/zh-hans/node/28110

6. Garcia, C. Impacts of Tourism Development on Water Demand and Beach

Degradation on the Island of Mallorca (Spain) / C. Garcia, J. Servera //
Geografiska Annaler. Series A, Physical Geography. — 2003. — Vol. 85, Ne 3/4.

Papers Presented: International Symposium on Land Degradation and
Desertification. — P. 287-300.

VI.METOAUYECKHUE YKA3ZAHUS 10 OCBOEHUIO JUCHUIIJINHBI

Memoouueckue ykazanus 011 ayoOumopHoii padomeul.

1. AyauTopHble NPAKTUYECKUE 3aHATUS SBJSIIOTCS 0a30 sl M3y4YEHHS
JUCUUIUINHBL «KOMMYHMKATUBHBIE HAaBBIKMU B TYpPU3ME M TOCTEINPUHUMCTBE Ha
AHTJIMACKOM A3BIKE» MO3BOJISIIOT CTYJIEHTAM PEIIUTh MPAKTUYECKYH 3a7ady Mo
OBJIAJICHUIO HaBBIKAMHU YCTHOTO U MUCHMEHHOTO OOIIEHUS HA aHTJIUHCKOM SI3bIKE
B mpodeccruoHanbHoil cdepe, o0OraTuTh CBOM 3HAHHMS B 00JIACTU WHIAYCTPUU
TypU3Ma U OCYIIECTBIIATH OOIIECHUE CPEJICTBAMU aHTJIMMCKOIO s3bIKa, CO3/1aBas
YCTOWYMBBIC HABBIKU BIAJICHUS SI3BIKOM B MX MPO(ECCHOHATBHON JESTEIHHOCTH.
OTOO0p SA3BIKOBOIO MaTepuasa OCyIIECTBISICS C Y4ETOM COBPEMEHHBIX HOPM pEUH.
Marepunan 1y u3ydeHus peIaraeTcs B MOPSAAKE HapacTaOIIEH CI0KHOCTH. s
V3y4YECHUs IMPEIJIaratoTCs aHrJMUCKUE, aMEPUKAHCKUE U PYCCKHME METOJMKH,
MPEJCTaBJICHHbIC B YUEOHUKAX U Y4EOHO-METOAUYECKUX MOCOOUSX, YKa3aHHBIX B

CIIUCKE PEKOMEHIyEMOM JTUTEPATYPHI.

OCHOBHOH 1I€JIBI0 U3YYCHUSI NUCUUIUIMHBI « KOMMYHUKAaTHUBHbIC HAaBBIKH B
Typu3Me€ M TOCTEPUHMMCTBE Ha AHTJIMACKOM SI3BIKE» SIBIAECTCS (DOPMUPOBAHHE U
OBJIaJICHUE CTYyJACHTAaMU OOIIMMH JIMHTBUCTUYECKUMU U KOMMYHUKATUBHBIMHU
KOMIIETCHIIUSIMH B 00JacTh  MPO(eCCHOHATBHOTO  aHTJIMMCKOTO  SI3BIKA,

npeaioJIarartommmMmmn CITOCOOHOCTL M T'OTOBHOCTH roBopsAmCcro OCYIICCTBIIATH


http://www.jstor.org/stable/3566172?&Search=yes&searchText=tourism&list=hide&searchUri=%2Faction%2FdoBasicSearch%3FQuery%3Dtourism%26acc%3Don%26wc%3Don&prevSearch=&item=20&ttl=13793&returnArticleService=showFullText
http://www.jstor.org/stable/3566172?&Search=yes&searchText=tourism&list=hide&searchUri=%2Faction%2FdoBasicSearch%3FQuery%3Dtourism%26acc%3Don%26wc%3Don&prevSearch=&item=20&ttl=13793&returnArticleService=showFullText
http://www.jstor.org/action/doBasicSearch?Query=au%3A%22Celso+Garcia%22&wc=on
http://www.jstor.org/action/doBasicSearch?Query=au%3A%22Jaume+Servera%22&wc=on

OOIIIeHNEe CpeACTBAaMH WHOCTPAHHOTO SI3bIKa HA OCHOBE OCBOEHHOTO SI3BIKOBOTO
Marepuana (rpammaTuyeckue CTPYKTYpBHlI, JIEKCUYECKHE €UHULIBI,
MPOU3HOCUTENIbHBIE MOJENN) B MPOPECCHOHAIBHON J1eaTebHOCTH. (OCHOBHOM
aKIEHT JeNaeTcsl Ha pa3BUTHE YMEHMS HCIIOJIb30BaTh HA MPAKTHKE OOTraThIif
npodecCHOHaNbHBIN BOKaOYJsIp M KOHTEKCTYaJM3HUPOBAHHBIE TpPaMMaTHYECKUE
MOJEIIH.

[To pesynapTaram paboOTHl Ha MPAKTUYECKUX 3aHATHUSAX, BBIIOJIHEHUIO
KOHTPOJIBHBIX M JIOMAalllHUX 3aJaHUM CTYAEHTaM BBICTABJISETCA OTMETKA,
YUHUTBHIBAIOMIAS: CAMOCTOSITENIBHOCTh M JIOTUYECKYIO MOCIEA0BATEIbHOCTh OTBETA,
NpaBUIbHOE  yMOTpeOJieHHEe JIGKCUKM MW TPaMMaTHYECKUX  KOHCTPYKIUH,
IIPaBUJIBHOE BBIIIOJHEHUE TECTOBBIX 3aJaHUW, [UIMTEIBHOCTH U KOPPEKTHOCTh
MOHOJIOTMYECKOTO M JIMAJOTMYECKOTO BbICKA3bIBaHUSA, KAue€CTBO YTEHUS U
IIEPEBO/IA TEKCTA.

PaboTta Haz acrieKTaMu MPOBOAUTCS CIEIYIOIIMM 00pa3oM:

1. YreHue npennaraercs B ABYX (popMax: ayJUTOPHOTO M AomariHero. J{is
ayJIUTOPHOI'O YTEHUS HCIIOJB3YIOTCA ayTECHTUYHbIC, OpPUTHHAJIbHBIC
TEKCThI, 0O0BbEMOM He OoJiee 3 CTpaHMI], KOTOpbIC MPEIHA3HAYEHBI IS
O3HAaKOMMTEJILHOTO YTEHUS ¢ MocIeAyouM oocyxaenueM. Ilonnmanue
COJIep>KaHUsl KOHTPOJIUPYETCSI ¢ MOMOUIBIO YIpaXHEHUN K TeKcTy. s
JIOMAIIIHETO YTEHUS PEKOMEHIYIOTCS OoJiee  CIOXHBIE  TEKCTHI,
TEMaTUYECKH CBSI3aHHBIE C M3y4YaeMbIM MaTEPHAJIOM.

2. AynupoBaHue o0OecreynBaeTCs ayAu03alMChi0 TEKCTOB M TUAIOTOB IO
y4eOHUKAM  aHIJIMHUCKUX M aMEPUKAHCKUX aBTOPOB, TEMAaTUUYECKH
CBSI3aHHBIX C COJICP)KAHUEM 3aHATHUS, & TAKKE HHTEPHET PECYpPCaMU.

3. ['oBopeHre BKIIOYa€T MOHOJOTHYECKYI0O M JIHAJOTHYECKYI0 peyb.
MoHosornyeckasi pedyb OCHOBaHa Ha M3y4YEHHOM TEKCTOBOM MaTtepuale,
U TIpEeJIaraeT CTYJIEHTaM BbICKa3bIBaTh CBO€ MHEHHE MO MOBOY TOW WIIU
WHOM TIpoOJieMbl, 3aTpoHyTOM B TekcTe. [lo mepe pa3BUTHS HABHIKOB
TOBOPEHMsI, CTYJEHTaM IMpeajaraeTcsi COCTAaBUTh CBOU COOCTBEHHBIC
BBICKA3bIBaHUSI Ha MOJOOHYIO TEMY C HUCIOJIb30BAaHUEM IPOMJAEHHOIO

JCKCUKO-TPaMMAaTHYCCKOI'O Martcpuajia. I[I/IaJ'IOFI/I‘-IeCKa}I pC4b



TEMaTHYECKH CBsi3aHA C M3y4aeMbIM pa3fesioM Y4eOHOTro MOocoOus.
CryneHTsl yyaTtcst paboTaTh B Mape U HEOOJIBLIMX TPYIIIAX, UCIOIb3Ys
W3YYEHHBIN JIEKCUKO-TPAaMMaTUYECKUA MaTepral JaHHON TEMBI.

4. T'pammaTuKa BBOJWUTCA W 3aKPEIUIETCS B CEPUHM YIPAKHEHHH IS
paspelieHuss rpaMMmaThHyeckux TpyaHocTed. OcoOeHHOoe BHUMAaHHE
YACISIETCd ~ TPaMMATHUYECKUM  CTPYKTypaMm,  KOTOpPBIE  CTYIEHTHI
WCIIOJIB3YIOT B TOBOPEHHUU U ITUCBME.

5. IluceMo momoraer cTyieHTaM pa3BUBATh HABbIKU MHCbMa, (POKyCUPYS UX
BHUMAaHNE HA PA3JIUYHBIX ACIEKTaX NMHUCbMEHHOM IEATEIBHOCTH, TAKUX
KAaK CIEJUIMHI, KBU3bl, HANMCAHUE COYMHEHUH, 3cCe, aHHOTALWM,
JIEJIOBOM KOPPECHOHACHIMU, PE3IOME U 3aiBICHUN, TI€ CTYACHT
HCIOJIB3YET JEKCUKO-TPAMMATUYECKUI MaTEPUAIl JAHHOU TEMBI.

Jlis nosbitieHust 3p(HEKTUBHOCTHU BIIAJICHUS EJIOBBIM aHIJIMMCKUM S3BIKOM,
Kypc OOy4eHHs MCIOJIb3yeT Ha HAYaJIbHOM 3Talle HeayTeHTUYHbIA MaTepuai, a C
TPETHETO - YETBEPTOIO CEMECTPA AyTEHTUYHBIM HEAAaNTUPOBAHHBIA TEKCTOBOU
maTepuan. B 3roil wactm Kypca o0co0oe BHUMaHHE YJIENSIETCS Pa3BUTHIO
KOMMYHHUKATUBHBIX BO3MOKHOCTEN CTYACHTOB, HAIPABJICHHBIX HA OCBOCHHUE UMU
HaBBIKOB YCTHOM peud U ayaupoBaHus. lloMmuMo o0mux QoHeTHueckux,
IrpaMMaTHYECKUX U JIEKCUYECKHUX 3HAHWW, YMEHU U KOMMYHUKATUBHBIX HAaBBIKOB,
CTYJEHThl NMPHUOOPETAIOT TAaK)KE 3HAHUA O MPO(ECCUOHATBHOW AESATENBHOCTU B
o0iacTu Typu3Ma U TOCTEPUUMCTBA.

JlekIMOHHBIE 3aHATHA 1O JAaHHOW JUCUUIIMHE  y4YeOHBIM IUJIAHOM HeE

MPEAYCMOTPEHBL.



VII. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYHEHUE
JANCHUITJINHBI

Ayoumopus ¢ myrbmumeOutiHblm obecneuenuem,
NEePCOHANIbHBLE KOMNbIOMEDYL,

ayouo oucKku

CD naeep

Ma2HumogoHubie 3anucu

UHmMepHem pecypcul

«B untanbnbix 3anax Hayunoii 6ubmmorexku JIBDY npemycmorpeHs
pabouune wmecTta ISl JIOJEd C OTrpaHUYEHHBIMH BO3MOKHOCTSIMU
3I0POBbs,  OCHALlEHbl  JHUCIUIESIMA W NOpUHTEpamMu  bpains;
0o00OpyJOBaHHbIE  TOPTATUBHBIMU  YCTPOMCTBAMU  JJIi  YTCHUS
IJIOCKOIEYATHBIX TEKCTOB, CKAHUPYIOIIUMHU U YUTAIOIINMU MalIUHAMH,
BUICOYBEIICUNUTENIEM C BO3MOXXHOCTBIO PETYJISIIMU LBETOBBIX CIEKTPOB;
YBEJIIMYUBAIOIIMMHU  DJICKTPOHHBIMM  JIyIlaMU H  yJIBTPa3BYKOBBIMU
MAapKHAPOBIIMKAMMU.

B umensx obecnedeHus cCHEUAIbHBIX YCIOBUH OOydYEHHS
MHBAJIIMJIOB U JIUI C OTPAHUYECHHBIMUA BO3MOKHOCTSMH 310pOBbsi [[BOY
BCe 37aHusi OOOpYyJIOBaHBI MaHAyCaMH, JUPTaMU, MOJHEMHUKAMH,
CICLIMATIM3UPOBAHHBIMA ~ MECTaMHM,  OCHAICHHBIMU  TYyaJECTHBIMHU
KOMHAaTaMu, TaOJIMYKaMu HH(POPMAIIUOHHO-HABUTAIIMIOHHON CUCTEMBD)



[Tpunoxenue 1

MUHHUCTEPCTBO OBPA3SOBAHNS U HAYKU POCCUMCKON ®EJEPALINN
denepanbHOE TOCYAapCTBEHHOE aBTOHOMHOE 00pa30BaTeIbHOE YUPEKIICHUES
BBICIIIET0 IPOQECCUOHATILHOTO 00pa30BaHUS

«/laIbHEeBOCTOYHBIN (peepabHbIN YHHBEPCUTET»
(ABDY)

IIKOJIA 9KOHOMUWKHN U MEHE/UKMEHTA

YYEBHO-METOJINYECKOE OBECIHEYEHUE CAMOCTOSITEJIBHOM
PABOTBI OBYUYAIOLIUXCS
o JucHuIInHe « KoMMyHUKAIIMOHHBbIE HABBIKU B TYPHU3Me U
rocTeNnPUUMCTBE HA AHTJIHIICKOM SI3bIKe
Hanpasiaenue noaroroBku 43.03.02 Typuzm
TexHo0THS U OpraHU3aIKsl TYPOIIEPATOPCKUX U TYPAareHTCKUX yCITyT
dopMa NOATrOTOBKH 0YHAaN/3a04HAasI



IInan-rpa¢guk BHINOJTHEHHUSA CAMOCTOATEIbHONH PadOThI MO IMCHMILIMHE

Ne Jara/cpoku Bun IIpumepubie | @opMa KOHTPOJISA
) BBINOJIHEHHSA CaMOCTOSITeIbLHOM HOPMBI
n/n
padoTbI BpeMeHHU Ha
BbINIOJIHEHH €
1. CeHTAOpPB- IloaroroBka 2 HeaeJu YcTHas npe3eHTANUA
OKTAOpL pedepara no teme 1
Hosopsb CamocTrosiTeqbHast
2. 1 Hepens CocraBiieHue
pabora no teme 2
rpaguka u
Hanucanue AMArpaMMbl
Jlexadpn eKJIAMHBIX
3. p 2 yaca
N IMucbmennast padora
00bsIBJIeHUI
. ®eppann IHoaroroska ,
. He/leau
pedepata no Teme 4 A YcTHas npe3eHTANUS
5 Mapt 5
: yaca
CamocrosiTeJibHasA MuckbMennas padora
padora no teme 5
Anpeis- mai Jles0Basi mepenucKa
6. 2 yaca n
HCbMeHHas paboTa

XapakTepucTHKA 3aJaHUI VISl CAMOCTOSAITEJIbHON PadoThl 00y4alOIIMXCH U

METOAUYECKUE PEKOMEHAAIINHA 0 UX BBIIMMOJHCHUIO. TpeﬁﬂBaHHH K

NPeACTABJIECHUIO U 0(DOPMJICHHUIO PE3YJIbTATOB CAMOCTOSATE/IbHOI PadoThlI.

Kpurepuu ouieHKH BBINOJHEHUSA CAMOCTOATEIbHOM padoThlI.

KPUTEPUN OLIEHOK npu onpeneneHny ypoBHs 3HaHHM

10 AUCHUIIIINHE « KOMMYHI/IKaI_[I/IOHHBIC HABBIKH B TYPU3MC U TOCTCIIPUHUMCTBC

O1eHKa «OmauyHo» CTaBUTCSI B TOM cliy4ae, €ClH.

ACMOHCTPUPYCTCA ITOJTHOC TIOHMMAHHUC U PACKPBIBACTCA COACPIKAHNC

y4e0HOT0 MaTepHuaia B 00beMe MPOrpaMMBbl;

BCPHO UCIIOJIB3YCTCA JICKCUKA U I'PAMMATUYICCKUC CTPYKTYPHI,

ACMOHCTPUPYCTCA OTIIMIHOC BJIa/ICHUC HABbIKAMU YTCHUWA U IICPCBOAA,




- YCTHBIE U TMCbMEHHBIE BHICKA3bIBAHUS TTOJIHO U JIOTUYHO PACKPBIBAIOT TEMY,
He cozepxaT opdorpaduueckux, rpaMMaTUYECKUX U JIEKCUYECKUX OLINOOK;

- JEMOHCTPUPYETCS aIEKBaTHOE IOHUMAHUE 3BYYAILIETO TEKCTA;

- JEMOHCTPUPYETCA YMEHHE ObICTPO M MPABHJIBHO PearupoBaTh HA PEITUKU
co0eceTHUKA B TUAJIOTUYECKON peun;

OueHka «omauuyHo» MOXKET ObITh BBICTABJICHA M TMPU HE3HAUYUTEIIbHBIX
«IIEPOXOBATOCTSAX» MpPHU OTBETaX, HANMpPUMEP, HETOYHOCTh MEpeBoAa TeKcTa (B
MJIaHE TPAMMATHUKH ).

OHeHKa «xopouio» CTaBUTCA B TOM CJIydac, CCJIN:
- PACKPBIBACTCA OCHOBHOC COACPIKAHUC MATCpHUalia,

- OTBCT CaMOCTOHTGHBHBIﬁ, HO COACPIKHUT HC3HAYHUTCIIbHBLIC OIINOKH B
y1'[0Tp€6JIeHI/II/I JICKCHUKHU U I'paMMAaTHYCCKHUX KOHCTpYKIII/If/'I;

- AOITYCKArOTCs  HC3HAYHUTCIIBHBIC HAPYHICHHUA B  IIOCICOOBATCIIBHOCTHU
MOHOJIOTHYCCKOI'O BBICKA3bIBaAHU A,

- B NHCbMCHHOM  BBICKA3bIBAaHMM  JIOMYCKAIOTCS  HE3HAYUTEIbHBIC
opdorpaduueckue onmoOKH;

B IHAJIOTHYCCKOM BbICKA3bIBAHHHN OOIIYCKACTCA 3aMCOJICHHAA pCaKOuAa IIpU
COXpaHCHHUU IIPABUIBHOCTH IIOCTPOCHUA IIPCAJIOKCHUA U yl'IOTp€6J'I€HI/I$I JICKCHUKH,
AOITYCKArOTCA HeOOJIbIIINE IrpaMMaTH4YCCKHC OHII/I6KI/I;

- IIpu ayaAupoOBaHHUN AOOITYCKACTCA HCIIOJHOC ITIOHHMMAHMC 3BYYalICI'O TCKCTa
(80%).

OHeHKa «ydoeﬂemeopumeﬂbno» CTaBUTCA B TOM CJIy4dac, CCIIN:

- OCHOBHOE COJIepKaHue y4yeOHOro MaTepHaia u3naraercs pparMeHTapHoO, He
BCET/Ia MOCIIE0BATEIBHO;

- OTBET COJIEPKUT 3HAYUTEIIbHBbIC OIIMOKM B YHOTPEOJCHUM JIGKCUKU U
IrpaMMaTHYECKUX KOHCTPYKLIHM;

CymeCTBYIOT HapylmcHuUs B IIOCJIEA0BATCIIPHOCTU MOHOJIOTHYECKOI'O
BBICKA3bIBAHUA

- B IIMCBMEHHOM  BBICKAa3bIBAHUM  JOMYyCKalTcsi  opdorpaduueckue,
IpaMMaTHYCCKHUE M JIEKCHUECKUE OLTHOKH;



B JIMAJOTMYECKOM BBICKA3bIBAHUM JIOMYCKAeTCs 3aMeJJIeHHAs peakuus u
CYLIECTBYIOT OHIMOKM B  MPAaBUJIBHOCTH TIOCTPOEHUS  NPEMJIOKEHUS U
yHOTpeOJIeHUS! JIEKCUKU;

- IIpn ayaupoBaHUN JOITYCKACTCA HCIIOJIHOC IMOHHMMAHHWC 3BYYalllCrO TCKCTA
(65%).

OueHka «HeyoosremseopumenbHo» CTaBUTCSA B TOM CIIydae, €CIlu:
- OTCYTCTBYET 3HaHHE OCHOBHOI'O COJEPKaHMS YHEOHOTO MaTepurara;

- HE JIaHbl YETKUE OTBETHI Ha BOIPOCHI MPETOIaBaTeNsT; AOMYIICHBI TPYObIe
OIMOKH B YIOTPEOJICHUH JICKCUKU U TPAMMAaTHKU;

JOMYIIEHBI TPYObIe OITMOKY B YTEHUH U IEPEBO/IE;

- IIpU ayAUPOBAaHHUH BBIABIIACTCA HCIIOHUMAHHUC 3By‘l&Hl€I>i pcUn.

OCHOBHBIMH KOHTPOJIbHO- H3MCPUTCIBHBIMU MaTCpraiaMu JJIA I[aHHOﬁ
JUCHHIIIIMHBI  SABJISAIOTCA TCCTbI, KOMIIJIICKTBI BOIIPOCOB, IIPAKTHYCCKHUX H
KOHTPOJIbHBIX BaHaHHﬁ.

[loaroToBka pedepara . Pedepar (or nar. refero — goknanpiBaro, cooOIar0)
NPEACTABIIET COOOM KpaTKoe U3JI0KEHHE MpoOJIeMbl MPAKTHYECKOTO WU
TEOPETUYECKOr0 Xapakrepa ¢ (QOPMYJIUPOBKON OIpPENETICHHbIX BBIBOJIOB I10
paccmarpuBaeMoil Teme. M30paHHas cTyaeHTOM mpoOjema u3ydaercs U
aHAJIM3UPYETCd Ha OCHOBE OJHOTO WM HECKOJbKUX HMCTOYHMKOB. [[enamu
HanucaHus pedepara SBISIOTCA:

® pa3BUTHE HABBIKOB KPATKOTO M3JIOKEHUS MaTepuasa C BBIICICHHUEM
JIUIIb CAMBIX CYIIECTBEHHBIX MOMEHTOB, HEOOXOUMBIX JJISI PACKPBITHS
CyTH TIPOOJIEMBI;

® pa3BUTHE  HABBIKOB  aHajlM3a  M3YYEHHOro  MaTepuaga U
(dopmynrpoBaHHs COOCTBEHHBIX BBIBOJOB IO BHIOPAHHOMY BOIIPOCY B
NUCbMEHHOU (hopMe, HayUHBIM, TPAMOTHBIM SI3IKOM.

3aoauamu Hanvcanus pedepara sIBISIOTCS

- Hay4uTh CTyJE€HTa MaKCHMallbHO BEPHO NEpelaTb MHEHHS aBTOPOB, Ha
OCHOBE pabOT KOTOPBIX CTYAEHT MUILET CBOM pedepar;



- Hay4HTh CTYJ€HTA IPAMOTHO M3JIaraTh CBOIO MO3UIIUIO TI0 AaHAIM3UPYEMOU B
pedeparte npobieme;

- NOJATOTOBUTH CTYAEHTA K JAIbHEHUIIEMY YYACTHIO B HAYYHO — MPAKTUYECKUX
KOH(EpEeHIIUAX, CEMUHapaxX U KOHKypcax;

- YSACHUTH s ce0s M U3JI0XKHUTh NPHUYMHBI CBOErO coryiacus (Hecorjacus) ¢
MHEHHEM TOTO WJIM MHOTO aBTOpa MO JaHHOU MmpodJeMe.

OcHoBHBIE TPEOOBaHUS K CO/ICPIKaHUIO pedepara

CTyaeHT JOJDKEH MCHOJIb30BaTh TOJIBKO TE€ MaTephasibl (Hay4dHbBIE CTaThH,
MoHorpaduu, Mocodus), KOTOpble UMEIOT MPSIMOE OTHOIICHHE K M30paHHOU UM
teMe. He JomyckaroTCs OTCTpaHEHHBIE pPACCYXIEHHUS, HE CBS3aHHBIE C
a”Hanuzupyemon npoodaemoit. Cogepxanue pedepara JOHKHO ObITh KOHKPETHBIM,
MCCJIEIOBATHCS JOJDKHA TOJIBKO OJHA MpodJieMa (I0MyCKaeTcss HECKOIBbKO, TOJIBKO
€CIM OHM B3auMOCBs3aHbl). CTyIEHTYy HEOOXOAMMO CTPOro MPHUAECPKUBATHCA
JIOTUKHU HW3JIOKEHUSl (HauyaTh C OMNpENCICHHS W aHaju3a MOHATHH, MEeperTH K
IIOCTAHOBKE NPOOJIEMBbl, NPOAHATU3UPOBaTh NYTH €€ pELIEHUs W CHAeNaTh
COOTBETCTBYIOLIME BbIBOJBI). PedepaT momKeH 3aKkaHUMBATHCA BBIBEIECHUEM

BBIBOJOB ITO TCMC.

[To cBoeit cmpyxkmype pedepaT COCTOUT U3:
1. TuTynbHOTO JIUCTA;

2. BBenenusi, rue cryAeHT (GopMynupyeT MnpoosiemMy, MOJUISKAIlyH0 aHaIu3y Hu
UCCIIEIOBAHUIO;

3. OCHOBHOIO TEKCTa, B KOTOPOM IIOCJIEIOBATEIbHO pPAaCKpbIBaeTCd H30paHHAS
Tema. B oTyiune oT KypcoBoW pabOThl, OCHOBHOM TEKCT pedepara mpenoiaraet
pasneneHue Ha 2-3 maparpada 6e3 BoiueseHHs r1aB. [Ipy HEOOXOIUMOCTH TEKCT
pedepara MOXKET JOMOJHITHCA WLTIOCTPAIUsIMHU, TaOIuIaMu, rpaduKkaMu, HO UMU

HE CllelyeT "meperpyxarb" TEKCT;

4. 3akioueHus, TA€ CTyJIEeHT (GOpPMYJIHUPYET BBIBOJBI, CJIEIaHHBIE HAa OCHOBE

OCHOBHOI'O TCKCTA.



5. Cnucka uCcnoJIb30BaHHOM JUTEPATYphl. B TaHHOM CHMCKE HA3bIBAOTCS KaK Te
UCTOYHUKHU, HA KOTOPBIE CChUIAETCS CTYJIEHT IPU HOArOTOBKE pedepara, Tak U

WHBIE, KOTOPbIE ObLIM U3YYEHBI UM IIPU MOJITOTOBKE pedepara.

O6bem pedepara cocrapmsier 10-15 cTpaHuil MalIMHOMKCHOTO TEKCTa, HO B
J1000M cllydae HE JOJDKEH mpeBbimiath 15 crpanun. Muatepan — 1,5, pasmep
mpugTa — 14, momns: neBoe — 3cM, npaBoe — 1,5 cM, BepxHee u HiKHee — 1,5¢M.
CtpaHulbl TOJKHBI OBITH MPOHYMEPOBAaHbI. AO3aIlHBIN OTCTYN OT Hayalla CTPOKHU

paBeH 1,25 cm.
[Topsinok cnaun pedepara u €ro OLeHKa

Pe(bepaT MUIMCTCA CTYACHTAMHA B TCUCHHUC TPHUMCCTpPA B CPOKH, YCTAHABIIMBACMBIC
[IperogaBaTrcjicM II0 KOHerTHOﬁ AUCHUIIIIMHC, W COAaCTCA IIPCIIOAaBaTCIIIO,

BCAYIICMY AUCHUILINHY.

[lo pe3ynbratamM NPOBEPKU CTYACHTY BBICTABIISIETCS OMNPEIEICHHOE KOJIMYECTBO
OaJIJIOB, KOTOPOE BXOJUT B O0IIIe€ KOJIMYECTBO OAIIOB CTYIE€HTA, HAOpaHHBIX UM B
TeueHue TpuMmectpa. Ilpu oneHke pedepara YUUTBHIBAIOTCS COOTBETCTBUE
coJiep>KaHusl BBIOPAHHOM TeMe, YETKOCTh CTPYKTYpbl pabOThl, yMeHuEe paboTaTh C
HAyYHOW JIUTEpaTypoi, yMEHHE CTaBUTh MPOOJIEMY U aHAIU3UPOBAThH €€, YMEHUE
JOTMYECKH  MBICIHUTh,  BJaJ€HHE  NPO(ECCHOHATBHOM  TEPMHHOJIOTHEH,
IPaMOTHOCTH OPOPMIICHHUSI.
TemaTtuka pedepaTon

1. Customer care success. Customer care businesses and jobs.

2. Meeting Do’s and Don’ts.

3. E-travel.

4. Customer-centered call centers

MeTonndueckre peKOMEH AN TSI IIOATOTOBKH MPE3CHTAIINMA
OO6mue TpeboBaHus K MPE3CHTALNH:

e TpE3eHTalMs He JOJDKHA ObITh MeHbIe 10 ciaiifos;



. HepBbIﬁ JIUCT — OTO THTYHBHBIﬁ JIMCT, HA KOTOpOM 00s13aTeNLHO JOJIDKHBI
OBITH MMPEACTABJICHBL: HA3BAHNEC IIPOCKTA,; (baMI/IJ'II/I}I, HMs1, OTYCCTBO aBTOpA,

o CIENYIOIIMM CIAaiJAOM JODKHO OBITh COJAEp)KaHue, TIe MPECTaBICHBI
OCHOBHBIE JTambl (MOMEHTBI) MPE3CHTALUU; IKENATeIbHO, YTOOBI U3
COJEpKaHUs 110 TUIEPCChUIKE MOXKHO MEPEHTH HA HEOOXOUMYIO CTPaHUILY
Y BEPHYTHCSI BHOBb Ha COJIEPIKAHUE;

. I[HS&I?IH-3P1"OHOMH‘1€CKHG Tp€60BaHI/I$IZ COUYCTaCMOCTDb OBCTOB,
OTPAaHUYICHHOC KOJIMYCCTBO 00BEKTOB Ha cnaﬁz[e, OBCT TCKCTA,

e TMOCIEIHUMH ClaiilaMu MPE3EHTAlMU JOJDKHBI OBITh TJIOCCAPUM M CHUCOK
JUTEPATYPHI.

Temarnka npe3eHTann

1. Ata Trade Fair. Quality in tourism.
Steps for winning customers in your presentations.
Complaint strategy and policy.

Explaining company policy.

o ~ w PN

The importance of the first impression.



[Tpunoxenue 2

MMHUCTEPCTBO OFPA3OBAHUS 1 HAYKU POCCUMCKON ®EJIEPAIIUM
denepabHOE TOCYIAPCTBEHHOE ABTOHOMHOE 00pa30BaTEIbHOE YUPEKICHNE
BBICIIET0 TIPOecCHOHaTBLHOTO 00pa30BaHUs

«/lanbHEeBOCTOYHBIN (eaepabHbI YHUBEPCUTET
(ABDY)

1IPM)

®OHA ONEHOYHbBIX CPEIACTB
1o aucuuiinie «KoMMyHUKaTHBHBIE HaBBIKK B MHIYCTPUM TypU3Ma U
TOCTEIIPUMMCTBA Ha aHTJIMMCKOM SI3BIKE)
Hanpasnenue noarorosku 43.03.02 Typuszm
TexHoJ0THs ¥ OpraHu3alns TypPOnepaTOPCKUX U TypPareHTCKUX yCIyT
dopma MoAroTOBKY OYHas

[lo aucuurMHe NPeyCMOTPEHBI CIEYIOIINUE BUABI KOHTPOJIBHO
OLICHOYHBIX MEPONPUSITHI:

1. A) I'noccapuii OCHOBHBIX MOHATHUMN 1O AUCLMIUINHE;

2. b) Dkcnpecc — KOHTPOJIbHBIE PA0OTHI 110 TEKYIIEMY MaTepUally;
3. B) TectupoBanue (mpomMeKyTOYHOE U UTOTOBOE);

4.T) 3auer;

5. /1) Ox3amen



['moccapwuii OCHOBHBIX MOHSATUN COCTABIISIETCS O0YYAOIIMMHUCS B TIPOIIECCE
MPOXOKJIEHUs y4eOHOro MaTepuaia Kak B ayAUTOPUU TaK U
CaMOCTOSATENBHO C 11€JIbI0 OCBOCHUS U 3aKPETUICHUS] HH(POPMAILIUK U
TJIaBHBIM 00pa30M YMEHHUI U HABBIKOB, PA3BUBAEMBIX B IpoIiecce paboThI.
[lepen onpenensseMbIM IPENOAABATEIEM BUIOM KOHTPOJIS U OLIEHKU
CTYAEHT MPEABSIBIAET COCTABICHHBIA UM MIPEABAPUTENBHO III0CCAPUU 10

IIPOMCHHBIM TEMaM. TeMbl yKa3aHbI B pa3Jielic BBIILIE.

DKcnpecc KOHTPOJIbHBIE PA0OTHI COCTABIISAIOTCS MPENOAABATENEM 10
TpeOyIOIKM 0cO00T0 MOBTOPEHUS M PA3BUTHS TEMaM U MOJITOTOBJICHBI TaK,

yTOOBI HE 3aHUMATh 00JIee ABYX aKaACMHUYICCKUX YaCOB.

TGCTI/IpOBaHI/IG (HpI/IBOI[I/ITCH BBI60pO‘{HO, A UWIITFOCTPAllu BO3MOKHBIX
BAapUAHTOB)
OTBeTbTE Ha BOIIPOCHI HOIIpO6H0, B A€TaJIAX:
1.What is the receptionist in charge of?
2.How must the receptionist help the guests?
3.How can the receptionist help the visitors who have come to see the hotel guests?
4.Where does the concierge work?

5.What kind of languages does the concierge usually speak? What does it depend
on?

6.How must the concierge help guests?

7.Where may the hotel manager work?

8.What is the hotel manager for the hotel guests?
9.What is the hotel manager for the hotel staff?
10.What does the hotel manager have to do?
11.What is the head chef? What does he have to do?
12.Whom does the head chef manage?

13.What sort of specialist chefs may there be?

14.What does the restaurant manager do?



15.What is the restaurant manager in charge of?

16.What does the restaurant manager have to decide on?

17.What are other management positions in a restaurant?

18.What are the eight different types of places where people can eat and drink?
19.What kind of places are the very luxurious and the formal luxury restaurants?
20.What kind of places are the informal national restaurants?

21.What kind of places are the fast-food restaurants?

22 .What kind of places are the bars?

23.What does the food and beverage department include?

24 . What’s a pantry?

25.Who are cooks and kitchen helpers responsible to?

26.What does a chef do?

27.Who is at the head of the catering department?

28.How do the catering department and the food and beverage department differ?
29.What does the caterer have to deal with?

30.What are conventions?

31.What is a banquet?

32.What kind of functions do restaurants arrange banquets for?

33.What are private functions?

34.What does the banquet manager do?

35.How are meals provided in inexpensive hotels?

36.What kind of guests are inexpensive hotels used by? What are the prices like?
37.Where are inexpensive hotels situated?

38. How is the moderate hotel also called?

39.What may be a disadvantage in resort and beach hotels?

40.What sorts of meals are offered in the moderate hotels?



41 Where are the moderate hotels located?

42 .What kind of accommodation is offered to the guests in the expensive hotels?
43.What sorts of facilities are provided in the expensive hotel?

44 What kinds of services are offered in the expensive hotels?
45.What sorts of meals are provided in the expensive hotels?

46.How is the deluxe hotel also called?

47 What are bedrooms fitted with?

48.What kinds of meals are offered in the deluxe hotels?

49.Where are the deluxe hotels located?

50.What are the prices like?

51.How are the super deluxe hotels also called?

52.What kind of accommodation is offered in the super deluxe hotels?
53.What are the guestrooms fitted with?

54.How high is the proportion of employees to one guest or one guestroom? What
does it mean?

IIpuMepHBIE TECTOBBIE 3a/IaHUS.
Answer the questions:
82. What is it that the receptionist has to do?
a. The receptionist has to meet and greet guests.

b. The receptionist has to ensure that the check-in procedure is brief
and convenient.

83. What must the receptionist do with a signed registration card?
a. He must send it to the casher’s office.

b. The receptionist must answer the phone.



84. How must the concierge help guests?
a. She must give orientations in the city.

b. She must help guests mail letters and packages.

85. Where does the concierge work?
a. The concierge works at a hotel’s information desk.

b. The concierge works at a hotel’s receptionist desk.

86. What are other names of the hotel manager?

a. The hotel manager may have the name of the general manager or
the managing director.

b. The hotel manager doesn’t have any other names.

87. What does the hotel manager have to do?

a. He has to check up how different hotel departments carry out their
functions.

b. He has to deal with the hotel guests and handle their problems.

88. Where does the chef work?

a. The chef works in a restaurant or in the food and beverage
department of a hotel.

b. The chef works at a hotel’s check-in desk.
89. May there be different chefs in a restaurant?
a. Yes, there may

b. No, they must not

90. What does the restaurant manager do?



a. He may run a restaurant but he own it.

b. He may run a restaurant and he may own it too.

91. Does the restaurant manager have to decide on purchases and sales?
a. Of course he does.

b. He has to decide on purchases and sales among other thing....

121. What is the other name for the front desk?
a. It is the reception desk.

b. There is no other name.

122. What are the front office clerks busy doing?

a. They help hotel guests to check-in, to arrange a booking, to deliver
messages etc.

b. The front office clerks are busy checking the hotel guests in.

123. Who provides booking of the hotel rooms?
a. The reservation department does.

b. The booking clerk helps the guests to arrange a booking.

124. Who can help the hotel guests with the accounts?
a. The front desk cashier can do it.

b. The porter can do it.

125. Who may run errands for the hotel guests?
a. The bellboy might do it.

b. The manager does it.



126.Where is the bell captain’s post?
a. It’s next to the front desk.

b. It’s in the upper floor of the hotel.

127. What are the bell captain’s functions?
a. He runs errands for the hotel guests.

b. He directs bellmen.

128. What does the bellman do?

a. He escorts the guests to their rooms, shows where the light switches
are, explains how to use room appliances.

b. He carries the guests luggage, runs errands, pages the guests and
escorts them to their rooms.

129. What department is in charge of cleaning rooms in a hotel?
a. Chambermaid are.

b. The Housekeeping department is.

130. What does the housekeeper tell the maids to do?
a. The housekeeper only checks the room appliances.

b. The housekeeper tells the maids to general clean the rooms to scrub
down the bathrooms, to prepare the rooms before the guests check in etc.

131. What supplies do chambermaids usually carry on carts?
a. They use carts to carry soap, tissues, bed and bath linens.

b. They use carts to carry rubbish.



132. Who informs the front desk if everything in the room is in order after
the guests check out?

a. The bell captain does.

b. The Housekeeper does.

133. How many types of places where people can eat and drink can you
think of?

Translate and answer:

138. Do your hotel guests expect the housekeeping department to general
clean the rooms?

a. Yes, they do.

b. Yes, they do as well as many other things.

139. What department do the guests expect to provide extra bedding?
a. They expect the housekeeping department to do it.

b. They expect the security department to do it.

140. Can the guests keep their valuables in a safe-deposit box?
a. Yes, they do.

b. Yes, they can.

141. What hotel department employees are prepared to protect the guests
from any crime?

a. The front desk employees are prepared to do it.

b. The security department employees are prepared to do it.

142. What is the house phone?

a. It is a phone call from the guest’s house.



b. It the System of phones throughout the hotel.

143. Who usually handles in-coming and out-going calls in a hotel?
a. The telephone department does.

b. The operator does.

144. Can guests dial direct if they want to make a long-distance call?
a. No, they can’t.

b. Yes, they can.

145. Who can the guest expect to page him?
a. He can expect the bellman to page him.

b. He can expect the bell service to page him.

146. Do guests usually expect the concierge to send telegrams?
a. Yes, they do.
b. No, they don’t.

147. What department is expected to help the guests in case of fire or other
emergencies?

a. The security department is.

b. The telephone department is.

148. Who prepares the rooms before the guests check-in?
a. A chambermaid does.

b. A concierge does.



149. Who tells the chambermaids to make up the rooms?
a. The hotel manager does.

b. The housekeeper does.

150. What department provides hair-dryers and irons if the guests need
them?

a. The front desk does.

b. The housekeeping department does.

151. Who is at the head of the housekeeping service?
a. The bell captain is.

b. The housekeeper is.

152. Who is at the head of the bell service?
a. The bell captain is.

b. The housekeeper is.

153. What employee would guests like to run errands for them?
a. They would like the bellman to run errands for them.

b. They would like the chef to run errands for them.

154. Do bellmen or porters use carts to move the luggage?

a. No, they don’t.
b. Yes, they do.

Bonpocsl k 3auéty 3 cemecTp



1. Customer care success.

. Skills and qualities for good customer care.
. Face to face with customers.

. At a trade fair.

. Dealing with customers on the phone.

o o B~AwWw DN

. General telephoning rules.

7. Call centres.

8. Hotline and troubleshooting.

9. Effective letters and emails.

10. Formal and informal writing styles.

11. How to write a CV.

I'pammaruka:

1. CnoxHble CyIIECTBUTEIbHBIE.

2. ATpuOyTHBHBIE CJIOBOCOUYCTAHMUS.

3. Hacrosimiee mpocToe 1 mpoA0HKEHHOE BPEMSI.

4. ITpoweaiiee NpocToe U HACTOSIIIIEE 3aBEPIIEHHOE BPEMSI.
5. OnpenenéHHbIN apTUKITD.

6. CemecTpoBas JIEKCUKO-TpaMMaTHYeCKasi KOHTPOJIbHAs paboTa — 2 yaca.

Bomnpocsl k 3auery 4 cemecTp
1. Call center success.
2. Taking an order.
3. Customer care call centers.

4. Clarifying and explaining.



Salutations and closes.
Standard phrases for handling customers.
The importance of small talk.

Basic socializing language.

© o N o O

The five Cs of customer care writing.
10. Delivering customer care through writing.
11.The work of travel agents .

12. The work of travel operators.

I'pammaTuka:
1. IToctpoenue BonpocoB. PaznenurenbHbie Bonpockl. KocBEHHBIE BOIPOCHI.
2. [laccuBHBIN 3a70T.

3.Breipaxkenune Oynymux nevicruii (Future Simple, Present Continions, Present
Simple, to be going to ...).

4. Kocennas peub. CornacoBanue BpeMEH. ['1arosr coooO1ienus.
5.®pazoBble TIAroJIbI.

6.UHpUHUTUB WM TepyHIUN.

7. Tumbl mpuIaraTeIbHbIX, TOPSIOK UX PACIIOIOKEHHUS B MPEIJIOKCHUH.

8. Coro3ml.



[Tpunoxenue 3

MUHHUCTEPCTBO OBPA3SOBAHNS U HAYKU POCCUMCKON ®EJEPALINN
denepanbHOE TOCYAapCTBEHHOE aBTOHOMHOE 00pa30BaTeIbHOE YUPEKIICHUES
BBICIIIET0 TPOQECCUOHATILHOTO 00pa30BaHUS

«/1aIbHEeBOCTOYHBIN (eepabHbII YHUBEPCUTED)
(ABDY)

HIKOJIA 9dKOHOMUKHA U MEHE/KMEHTA

METOAUYECKHUE YKA3ZAHUA
10 IUCIUIIMHE « KOMMYHMKAaTHUBHBIE HABBIKM B MHIYCTPUHU TypHU3Ma U
FOCTENPUUMCTBA HA AHTJIMMCKOM SI3bIKE)

Hanpasaenne noarorosku 43.03.02 Typuszm
ITpodune «TexHonorus 1 opraHu3anus TypoNepaTOPCKUX U TYPAreHTCKUX YCIIyT»
®opMa NOATOTOBKH 0YHAsI/320YHASA



AynuTOpHBIE TPAKTHUUECKHUE 3aHATHS SBISIOTCA 0a3od Juid M3ydeHus
JucUUIUIMHBL «KOMMYHUKATUBHBIE HABBIKM B TYpU3ME€ M TOCTENPUHUMCTBE Ha
AHTJIMIICKOM SI3BIKE» M IMO3BOJIIOT CTYIAEHTAaM PEIINTh MPAKTHUYECKYIO 3a7a4yy IO
OBJIQJICHUIO HaBBIKAMU YCTHOTO U MHUCHMEHHOTO OOIEHUS HAa aHTIUHCKOM SI3bIKE
B mpodeccroHanbHoil cdepe, o00OraTuTh CBOM 3HAHUS B OOJACTH HHAYCTPHUH
Typu3Ma U OCYIIECTBIISITh OOIIEHUE CPENCTBAMM AHTJIMHUCKOTO $3bIKa, CO3JaBas
YCTONYMBBIC HABBIKU BIIAJICHUS S3BIKOM B MX MPO(ECCHOHAIBHON JESTENbHOCTH.
OT60p SA3BIKOBOIO MaTepHrasa OCYyIIECTBISIICS C YYETOM COBPEMEHHBIX HOPM pEyH.
Matepuain 115 U3y4eHHUs IpeaiaraeTcs B MOPsIKE HapacTarolle ClIoxKHOCTH. [{ns
U3YYEHUSl MPEUIaraloTcs AaHIrJIMHUCKUE, aMEPHUKAHCKHE M PYCCKHE METOJMKH,
MIPE/ICTABIICHHBIE B YUYCOHHKAX M y4eOHO-METOJUYECKUX MOCOOUSAX, YKA3aHHBIX B

CIIMCKE PEKOMEHIYEMOM JIUTEPATYPHI.

OCHOBHOW 1ENBI0 U3YYEHUS NUCHUILIMHBI « KOMMYyHUKATUBHBIE HABBIKA B
TypU3M€ M TOCTENPUHMMCTBE Ha AHTJIMKWCKOM SI3BIKE» SIBIIAECTCS (DOPMUPOBAHHE U
OBJIQZICHUE CTYJEHTaMH OOLIUMH JIMHTBUCTUYECKMMH W KOMMYHHUKAaTHBHBIMU
KOMIIETEHIUSMH B 00JacTH  MpPO(PECCHOHANBHOTO  aHIJIMMCKOTO  SI3bIKa,
IPENoJaralollliMyU  CIIOCOOHOCTh M TOTOBHOCTh TOBOPSIIETO OCYILECTBIISAThH
OOIIIeHHE CpeACTBAaMH HMHOCTPAHHOIO sI3bIKa HA OCHOBE OCBOEHHOTO SI3BIKOBOTO
Marepuaa (rpammaTuyeckue CTPYKTYpBHI, JIEKCUYECKHE €UHULBI,
IPOM3HOCUTENbHBIE MOJENH) B Npo(ecCHOHANBHON aesTenbHOoCTH. OCHOBHOM
aKLIEHT JeJaeTcsl Ha pPAa3BUTHE YMEHHS HCIOJb30BAaTh HA MPAKTHKE OOratklii
npo(ecCUOHANbHBIN BOKAOYJsIp M KOHTEKCTYaJM3UPOBAHHBIE TPAMMATHYECKUE
MOJEIH.

[lo pesyabTaTam paboTbl Ha MPAKTHYECKUX 3aHATHUSIX, BBINOJHEHUIO
KOHTPOJIBHBIX M JIOMAalllHUX 3aJaHUuld CTYIAEHTAaM BBICTABISECTCS OTMETKA,
YUYUTBIBAKOIIAS: CAMOCTOSITEIBHOCTh M JIOTUYECKYIO MOCJIEI0OBATEIBHOCTh OTBETA,
NpaBUIbHOE  yMOTpeOJICHWE JIGKCUMKM W TIPaMMaTHYECKUX  KOHCTPYKIUH,
IIPABWJIBHOE BBINOJIHEHUE TECTOBBIX 3aJaHUM, UIMTEIBHOCTH U KOPPEKTHOCTH
MOHOJIOTUYECKOTO M JTUAJIOTMYECKOTO BBICKA3bIBAHMS, KayeCTBO UTEHUS U

[mepeBoaa TCKCTaA.



Pabora Haj acnekTamu MPOBOAUTCS CIEAYIOIIUM 00pa3oM:

1. Yrenue mpennaraercs B ABYX (popmax: ayAMTOPHOIO U JOMaIIHEro. [
ayIUTOPHOI'O YTEHMs HCIOIBb3YIOTCS ayTEHTHUYHBIE, OpPWUIMHAJIBHBIE TEKCTHI,
00bEMOM He 6osiee 3 CcTpaHul], KOTOpbIEe MPEAHAa3HAYEHbI 11 03HAKOMHUTEIBHOTO
4YTeHUs ¢  Hocieayromum — obcyxnaeHueM.  IloHnmanue — coneprkaHus
KOHTPOJIMPYETCA C MOMOLIBIO YIPAKHEHUH K TEKCTy. s JAoMamiHero 4TeHus
PEKOMEHYIOTCSL 00JIee CIIOKHBIE TEKCThI, TEMATUUYECKH CBA3AaHHBIE C M3y4aeMbIM
MaTEpHAJIOM.

2. AynupoBaHue 00ecreunBaeTCsl aylno3alMchi0 TEKCTOB U JMAJIOrOB IO
yu4eOHMKaM aHIJIMHCKUX M aMEPUKAHCKUX aBTOPOB, TEMAaTUYECKU CBS3AHHBIX C
COJICP)KAHUEM 3aHATHUSA, & TAKKE HHTEPHET PECYPCAMH.

3. ToBopeHume BKIIOYa€T MOHOJOTMYECKYI0 M  JHAIOTUYECKYIO  pEUb.
MoHosornyeckasi pedb OCHOBaHAa Ha M3YYEHHOM TEKCTOBOM Marepuaie, M
IpeajiaraeT CTyJEHTaM BBICKA3bIBaTh CBOE MHEHHE IO TOBOJY TOW WM WHOU
npoOiemsbl, 3aTpoHyTOM B TekcTe. [lo Mepe pa3BUTUS HABBIKOB T'OBOPEHUS,
CTYACHTaM TMpEAJIaracTcsd COCTaBUTb CBOM COOCTBEHHBIEC BBICKA3bIBaHUS Ha
NOJOOHYI0 TEMY C HCIIOJIB30BAHUEM IPOWIEHHOIO JIEKCUKO-TPaMMaTHYECKOIO
Marepuana. J[najorndeckas pedb TEMATHYECKH CBS3aHA C M3y4aeMbIM Pa3AeIIOM
yuyeOHoro nocobusi. CTyieHThl y4yaTcsi paboTaTh B Mape WM HEOONBIIMX TPYIIAX,

MCIMOJIb3YSl U3YYEHHBIN JICKCUKO-TPAaMMaTHYECKU MaTEpUaIl TAHHOU TEMBI.

4. I'paMMaTHKa BBOAMTCS M 3aKPEIUISIETCSA B CEPUH YIPAKHEHUW JJIS1 pa3pelIeHUs
rpaMMaTH4ecKuX TpyaHocTeil. OcoOeHHOE BHUMAHUE YIENSIeTC IPAMMaTHYECKUM

CTPYKTYpaMm, KOTOPBIE CTYAEHTHI UCIOJI3YIOT B TOBOPEHUU U ITUCHME.

5. TlucekMo TmOMOraeT CTyAeHTaM pa3BHUBaTh HaBBIKM IHMCHhMa, (OKYCHPYS HX
BHMMAHHE HaA PAa3JIMYHBIX AacClEKTaX NUCbMEHHOW JESATEIbHOCTH, TAaKUX Kak
CHEIJIMHI, KBM3bl, HAaIMCAaHWE COYMHEHHUM, 73CCe, aHHOTaIUh, JEJI0BOM
KOPPECHOHAEHILIMM, PE3IOME W 3a4BJICHUM, TJ€ CTYACHT HCHOJIb3YET JEKCUKO-

rpaMMaTUYeCKUN MaTeprall JaHHOU TEMBL.

Jlns  moBeimeHuss 3¢G(EKTUBHOCTH BIAJACHUS JCIOBBIM AHTJINHACKUM

A3BIKOM, KYPC O6y‘lCHI/I$I HCIIOJB3YCT Ha HAYaJIbHOM OJTallc HG&yTCHTPI‘IHBIfI



Marepual, a c TPETBErO0 - YETBEPTOrO CEMECTPA ayTeHTHYHBII
HEaJalTUPOBAHHBIM TEKCTOBOM Marepuall C MHTEHCHUBHBIM WHTETPUPOBAHUEM B
oOpa3oBaTeNbHBIN Ipoliecc METO0B akTUBHOTO 00yueHus: — MAQO. B atoit yactu
Kypca ocoboe BHUMAHHE VYAEIAECTCS PA3BUTHI0O KOMMYHUKAaTHBHBIX
BO3MO>KHOCTEN CTYIEHTOB, HAIPAaBJICHHBIX HAa OCBOCHUE MMM HABBIKOB YCTHOM
peur 1 BocpusATus Ha ciyX. [loMuMo oOuux GOHETUYECKUX, TPAaMMATHUYECKUX U
JEKCUYECKUX 3HAHUM, YMEHUH H KOMMYHHMKAaTUBHBIX HAaBBIKOB, CTYACHTBI
NpUOOPETAIOT TaKXKe 3HAHUS O MPO(PECCHOHANBHON AESATENBHOCTH B 00JACcTH
Typu3Ma U TOCTENPUUMCTBA.

JlekMOHHBIE 3aHATHS TO JAHHOW JUCHUUIUIMHE  Y4YEOHBIM IUIAaHOM HE

PEAYCMOTPEHBL.
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ANNOTATION

«Communication Skills for Tourism and Hospitality Industry» course

provides a core syllabus of 6 terms for the second and third year students of FEFU
Economy and Business School whose professional interests lie within®“ Tourism
and Hospitality” industry.

This course is aimed at

1. acquiring general, communicative and professional competence

2. mastering specific theoretical knowledge of informational character,
acquiring and consolidating special vocabulary of tourism and customer care
industry

3. developing communicative and professional knowledge and skills.

The focus is made on practical ability of students to use ESP ( English for
specific purposes) in professional intercourse , when speaking, reading and
listening to authentic materials and writing business letters. A successful
completion of this course will enable students to get information on tourism and
customer care from authentic sources, to read, understand authentic speakers,
express their own ideas both in speech and writing.

«Communication Skills for Tourism and Hospitality Industry» course
meets the requirements of the State Higher Professional Education Standards. It is
designed to be covered during 4 terms of the second and third year studies.
The subject of the course is cross cultural communications rules and tendencies in
tourism and hospitality business.
The purpose of it is acquiring general professional and communicative
competence and developing professional communication skills.
The course tasks are to enable students to :

1. communicate in English using professional tourism and hospitality vocabulary



2. use correct structures typical of professional intercourse

3.read and understand relevant authentic materials.

4. understand and compile documents used in everyday activities
5. understand professional English speakers by ear .

On completion of this course the students will acquire the knowledge of
professional content of the course, the professional vocabulary of tourism and
hospitality business intercourse in the scope of 2500-3000 units, knowledge of
grammar rules, basic principles of arranging business sessions, tours, social and
other events, presentations etc. and such practical skills and habits as: reading
authentic texts, listening to and talking with English speakers , using special
dictionaries and manuals, possessing writing habits allowing to understand and
compile business letters and other documents in the sphere of tourism and
hospitality.

Specific Competences. Bacherlors of Arts in Hospitality Management are
expected to possess Business English competences that impower them to read and
understand relevant documents the hotel staff encounter, to understand English and
American language users™ speech, to write relevant notes, explanations, letters and
all sorts of hotel's documents, to describe,identify and explain functions and
responsibilities of the staff,systems and technologies of labour, methods and
sources of acquiring income, classify hotels and hotel departments in their English

language utterences.



The Code and
Competence
formulae

OK-5 Capability of | Knows Lexical units, phrases, speech patterns
communication in | |g
oral and written | capaple | Using them in appropriate situations
form in the English | of
Language to solve
problems of inter —
personal and cross o o _
cultural Possesses | Communication abilities in English

communication

The methods of learning are communicative.

Forms of activities are mainly classroom based, tutorials and independent
students” work are also envisaged with no lectures whatsoever.

Technical means such as CDs, sound files, tape recordings, video courses
and films are provided as well.

To develop and consolidate the above competances withih the framework of
the discipline “Business English for Tourism and Hospitality Industry” such
interactive methods of teaching as business roleplay,simulating professional

situations, priblem solving activities, Case Studies etc. are regularly used.

I. THE STRUCTURE AND CONTENTS OF THE THEORETICAL
PART OF THE DISCIPLINE



Theoretical part has not been envisaged for the dicsipline” Business English
For Tourism and Hospitality Industry”.

II. THE STRUCTURE AND THE CONTENTS OF THE COURSE
PRACTICAL PART

Materials for classroom based activities have been arranged in accordance with the
Syllabus themes list.

The main themes of practical classroom activities have been
distributed in the year terms as follows:

Theme 1. Introduction to customer care. Customer care success.
Businesses and jobs.On line services. The most successful sites. (12 hrs)

Informational material: Introductory conversation about the importance of
possessing customer care skills. Jobs of the sales staff, retail managers,banking
clerks and tellers,manufacturing or service sector employees, hotels and restaurants
staff, order entry clerks, receptionisis and shop assistants.Features of the most
successful on line services. Advertisements. Positive and negative examples of
customer care. Customer care service surveys.

Vocabulary used : Names of the jobs involved, duties and functions of the
prsonnel, priorities and problems. Internet services. Examples of the most
successful sites and their services. Examples of advertisements. Personal
characteristics of the staff.

Writing: Business letters, short essays about the importance of the customer
care. Applications for a job. Resume.

Theme 2. Face to face with customers. Business meetings. Efficient
presentations. (12 hrs)

Informational material: Pieces of advice from the websites for the customer
care clerks.Language of communication. Body language. Ways to express a
request to help, wait, clarify the situation. A company visit. Meeting business
partners for the first time. Greetings, small talk, offers to assist in services,
completing the visit. The company staff, reception, servicing and managing the
staff, information services, the middle level personnel of the company.

Vocabulary: Customer care personnel service, information service, names of
the company jobs, examples of the services delivered, functional duties of the



managing staff, front of the house and back of the house, the system of managing
the staff, descriptionof the facilities and sevices.
Writing: Spelling tests, compositions, essayes, letters applying for a job.

Theme 3. Dealing with customers on the phone. Rules and practices of
the customer care talks. (12hrs)

Informational material: General telephoning rules. The customer care phone
call. What the customer really hears. Being courteous on the phone. Making sure
you understand. Making arrangements. Basic socializing language. Comparative
characteristics of the right and wrong telephone calls. Ways to show one’s interest
in the customer. Examples of the phone calls. Ways to receive a message, to calm
down the conflict, to complete the talk in a courteous manner in a positive register.

Vocabulary: Phraseology of polite customer care communication. Names of
the jobs involved, duties and functions of the prsonnel, priorities and problems.
Internet services. Examples of the most successful sites and their services.
Examples of advertisements. Personal characteristics of the staff. Nouns, verbs,
adjectives expressing respectful qualities and ways of communication. Categories
and types of places where communications occur. Ways to make up questions,
+requests, offering services, expressing agreements and disagreements, making
appointments, cancelling them, confrmation of the planned appointments.

Writing: Spelling tests, compositions, essayes, letters applying for a job.
Business letters, short essays about the importance of the customer care.
Applications for a job. Resume.

Theme 4. Call center success. (12 hrs)

Informational material: Customer surveys. Review of customer surveys in
different industries of Great Britain. Re centage ratios of satisfactory and
unsatisfactory feedbacks. Ways and methods to improve the feedback about
customer care call centers performance. Ways to improve the customers’
impression. Examples of phone calls of customer care call centers with their
clients. Examples of phone calls on particular orders, misdeliveries, erroneoys
charge of payments and taxes. Advice services.

Vocabulary: Taking an order. Hotline and tpoubleshooting. Customer-
centered call centers. The first impression. Clarifying and explaining. Checking
comprehension. Adjectives describing places, qualities, nature of the service and
the facility. Names of the agencies, services, locations, organizational events.
Adverbs describing the degree of the requirements performed.



Writing: Letters of enquiry, compositions of the descriptive character, enquiry
replies.

Themeb. Delivering customer care through writing.( 12 hrs)

Informational material: Effective letters and emails. Formal and
informalwriting styles. The five Cs of customer care writing ( five major rules for
customer care writing). A case study.

Vocabulary: Salutations and closes. Standard phrases for handling customers (
connecting with the reader, taking action, etc.). Enclosures and attachments.

Writing: Letters of enquiry, compositions of the descriptive character, enquiry
replies. Spelling tests, compositions, essayes, letters applying for a job. Business
letters, short essays about the importance of the customer care. Applications for a
job. Resume. Business letters, short essays about the importance of the customer
care. Applications for a job. Resume.

Theme 6.Dealing with problems and complaints. (12 hrs)

Informational material: Complaint strategies and polices. The letter of
apology. Explaining company policy. Some opinions about complaints and
apologies. Problem-solving situations in a hotel. The way hotel receptionist deals
with the problems.Effective answers to the customers’complaints. Problem-solving
charts. A typical letter of apology. Ways to respond to a complaint. Comments of
the professional tourism and hotel business workers about customers’ complaints
and apologies.

Vocabulary: Things customers usually complain about. Things annoying the
customer most. An action checklist for a meeting. Phrases used to soften bad news
and to acknowledge the problem without saying who exactly made a mistake.

Writing: Emails for the staff. Customer friendly statements for positive and
negative customer centered situations. An effectine letter of respond to a
customer’s complaint. Letters of apology. Replies explaining the company policy .
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II1.Methodical Provisions and Recommendations for

Students’ Independent Activities

in «Communication Skills for Tourism and Hospitality Industry»

43.03.02 Tourism
Technology and Organization of Touroperators’ and Travel Agents’ Services

Full time mode of studies

It is a well known fact that no course can be a success unless students do their best
when working on their own. Materials for students™ independent work offered in
the syllabus guide might help them a lot. For example, as enclosed in the following
graph students can be offered to participate in the following samples of learning

activities:



Enclosure 1.

The Outline Graph for doing Independent assignments of the discipline

Ne Dates and Time of | Kinds of | Approximate | Forms of Controle
performance Independent work time Norms
for
Performance
1. September — | Preparation of the | 2 weeks Oral Presentation
October Essay. Themel.
N b Independent Work lweek
ovember
2. Theme 2. 2 hrs Drawing Graphs and
Diagrams
3 December Sustainable 5 weeks Written Test
February Tourism.
Ecotourism in
March practice. Preparing Oral Presentation
4. 2 hrs
the Essay on Theme
4,
April - M Written T
5. prt ay Independent Work | 2 hrs ritten Test
Theme 5
Business Written Tests and
6. Correspondence Assignments

Independent Students’ Work might include
avtivities :

o gk wh e

Preparation for classroom activities
Preparation for Written assingments
Writing Tests and essays

Reading additional literature
Preparations of presentations

. Writing Course assignments.

the following kinds of learning

Inhere enclosed is the plan-graph for students’ independent work

No

Content of the independent activities

Times and dates




Entitle texts 1,2,3,4,50f the unit devoted to Jobs
in Tourism

Write annotations to texts 1,2,3,4,5

To prepare the report about one of the covered
jobs in ex.4 of the unit

Do ex. 50n p. 70 (EFTH)

Write a composition about jobs in tourism.Do
exercises 9,10 on page 75,76 (EFTH)

Prepare presentation on themes indicated in
units 5 and 6 about the functions of managers ,
conference coordinators, business consultants
on business missions.

Write a reply to a complaint about
unsatisfactory services

Write a reply to a complaint about
unsatisfactory sevices

Do exercise 8 on page 86 of unit 3

Do exercise 1 of the unit « Managing tour
operationsy

Answer the questionsof the fourth unit of the
section « Hotel Management»

Write a composition about functions, skills and
abilities of tourism managers.

Model content of  students’additional
independent activities.

Michael L.Kasavana, Richard M Brooks.

Managing Front Office Operations. Educational
Institute of the American Hotel and Lodging
Association. 2001 Part 1 Chapter 3.
Unitl. Chapter 3. Front office operations.
Pages 91-104. Read the material, answer the
questions at the end of the unit. Prepare the
report.

Margaret M. Kappa, Aleta Nitschke, Patricia
B. Schappert. Housekeeping  Management.
Educational Institute of the American Hotel and
Lodging Association. 1997.Part 1. Chapter
«The Role of Housekeeping in Hospitality
Operationsy.

Types of Hotels. Read the information, answer

The first week
The second and third
weeks

4-6™ week
The 71 week

8" week 9 memens

10,11,12™ weeks
13" week
14™ week
151 week

151 week

161 week

171 week




the questions at the end of the unit. Prepare the
report

Amanda Stronza. Forging new ground for
ecotourism and other alternatives.The article in
Annual Reviews.Read and answer the
guestions.

Celso Garsia. Impacts of tourism development
on water demand and beach degradation on the
island of Mallorca. Read the material and
answer the questions. Prepare a report.

Model assignments to the articles for additional reading:

1.Read the article and outline its main parts.

2.Point out the outstanding factors the authours have investigated.
3.Write down all the problems the authours have tried to look into.
4.Be aware of the conclusion the authours have come to.

5.Express your own approach to the issues touched upon or studied.

It is a well known fact that no course can be a success unless students do their best
when working on their own. Materials for students™ independent work offered in
the syllabus guide might help them a lot. For example students can be offered to
participate in the following samples of learning activities:

Doing the tasks in writing

Reading supplementary materials in English
Preparing for and speaking at presentations
Learning for written tests

Getting ready for credit tests and exams
Answering questions

Reproducing dialogues

Learning conversational formulae

Reading the materials and entitling them
Writing dictations, essays, compositions
Writing pieces from business correspondence
Composing and dramatizing dialogues and polilogues
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IV.Controlling the way the purpose of the course is achieved

Parts,units or themes to be controlled as well as forms of the current and
intermediate attestation have been indicated in the following graph of controlling

activities.

Controlling activities Graph

(
Minimum
i i Parts,units  or | ) rati i
1approxi Approxim Form  oPercent oMaximum ating '.Of thy
No mate Dateite Date of themes to be I .- ntermediate
: control  felevance rating i
naplan polding controlled attestation
Main Controlling Activities
October,6 3Ctolndependent work  Theral 18
L. structure of theresentatic?5% 30
ner,g .
hccomodation market. n
November,5 \IOVTeSt on the themelest or P4
Managing a hotelthe theme 25%
emb ] 10
Feamwork and Hotel’y
D or,5 | .
F eputation
December,6 6 Decdndependent work on theA  Case P4
3. mbetheme Study  P5% 10
6 |Front office manager.




January,13 Test on the theme HumanNwritten 4
JanuResources o HumarTest bEo
: P5% 10
arylResources. Selecting new
3 ptaff.
Credit D% 5 3
The Code and
Competence
formulae
GC-3 Capability of | Knows Lexical units, phrases, speech patterns
communication  in | |g
oral ~and written | capaple | Using them in appropriate situations
form in the English | of
Language to solve
problems of inter —
personal and cross L e :
cultural Possesses | Communication abilities in English
communication
KNOWs: Methods and ways to work in a team, to lead
" | the group and to obey the others
GC'4. Capability to | 1s Using them whenever necessary in
work in a team capable : N
of appropriate situations
Possesses | Communication abilities in English

Codes and steps of formating competences

Controlling the way the purpose of the course is achieved

Ne | Themes and topics to Codes and steps of formating | Assessment tools
be assessed competences :
Current control | Intermediate
attestation
1 | Theme 1. Knows: Names of

Introduction to
customer care.
Customer care
success. Businesses
and jobs.On line
services. The most

GC3

hotel

departments, _ _ B
names of DIS(;U_SSlo_n _ Revus_mg
services, job participation in que_stlonsfora
positions’ guestionaires review
functions and

duties of clerks,
managers,




successful sites

Theme 2.
Face to face

with customers.
Business meetings.
Efficient
presentations.

Theme 3.

Dealing with
customers on the
phone. Rules and
practices of the
customer care talks

Theme 4.
Call center success

Themeb.
Delivering
customer care
through writing.
Theme 6.
Dealing with
problems and
complaints.

GC5

GC3

housekeeping

staff, names of
different
activities and
attending

circumstances.

Is capable of using:
Prepared speech
exercises,
prepared stories
about the front
office services,
bell service,
housekeeping
Services,
functions of
chambermaids,
duty managers,
bellmen, front
office staff,
marketing
department staff,
internal sales,
hotel promotion,
external sales

Written Test 2

Revising
questions for a
review

Knows: Categories
of places to eat,
types of cuisines,
names of dishes
and  beverages,
names of cooks
and chefs, sorts of
waiters,
bartenders, names
of restaurant
parts,  different
levels of services.
Is capable os using:
Non-authentic
authentic
dialogues,

and
texts,

A Roleplay

A Presentation




extracts from
CCS | advertisements,
documents.
Sound files of
authentic
dialogues, CDs
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V.List of Recommended Literature

The main List of Recommended Literature

1.Rosemary Richey English for Customer Care.- Oxford Express Series, 2011.
2.Miriam Jacob English for International Tourism: Students’book and Workbook.
— Longman, 2009.
3. Harding K. High Season English for the Hotel and Tourist Industry.
Workbook.- Oxford University Press,20009.
4.Harding K. High Season English for the Hotel and Tourist Industry .Course
Book - .Oxford University Press, 2009.
5.Understanding Tourism: Basic Glossary [ Electronic recourse] — Electronic

text data. — URL.: http://www.media.unwto.org/zh-hans/node/28110

6.Tourism Glossary [ Electronic recourse] — Electronic text data. — URL:

http://www.gdrc.org/uem/eco-tour/t-glossary.htm/ Tourism: Basic Glossary [

Electronic recourse] — Electronic


http://www.media.unwto.org/zh-hans/node/28110
http://www.gdrc.org/uem/eco-tour/t-glossary.htm/

Text data. — URL: http://www.media.unwto.org/zh-hans/node/28110

List of Additional Literature

7.Drozdova T. U. Publishing center Himera, English Grammar,2007.

8.A Large Glossary of International Tourism Terms .Gerda Publishing House,
9.Vorobjova S.A. Your Way to Tourism M. Philomatis ,2008

10.Additional texts for the themes covered.
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VI.TEACHING MATERIALS AND METHODICAL
RECOMMENDATIONS FOR CLASSROOM BASED ACTIVITIES

in «Communication Skills for Tourism and Hospitality Industry»
43.03.02 Tourism

Technology and Organization of Touroperators’ and Travel Agents’ Services
Full time mode of studies

Classroom based activities are major blocks for mastering “Communication Skills
for Tourism and Hospitality Industry»
They help to increase the knowledge and confidence of students enhancing their
future job and training prospects.

The choice of learning materials has been made having in mind modern

business English language norms and “from easy to complex”principle.



British, American and Russian methodologies are being offered for all sorts of
students = work. All the teaching materials to support classroom activities have
been listed in the previous chapter of the main and additional literature sources.

The example of the classroom activities can be regarded in the following
passages. The theme for classroom discussion is

Tour Operation. Planning and Execution

I. Tour operators are an important part of the tourism industry and for many
hotels, are a vital source of business, as they bring large groups. Read these
profiles of the tour operators and speak about 3 of them in your own words.

Anglo-Global Holidays pic

Specialists in holidays for young people (teenagers and students), primarily
from the US, Canada, Israel, and Europe. Incoming groups and individuals are
offered a full package of sightseeing activities, social events, and contacts with
local youngsters, under the guidance of experienced youth workers. (Established
1957)

Brit-Tours Ltd

Deals in large volumes of group traffic from North America, specializing in
complete incentive programmes plus special-interest groups and business

conferences. Creativity and quality assured. US office in Dallas, Texas.

Hollywood Travel Services Ltd

Catering for both groups and individuals from all over the world, Hollywood
Travel offers special interest tours in over eight different categories. Private
entertaining in rural hotels and private houses of historic and architectural
importance. Private shooting and fishing packages. The personal touch for an

exclusive clientele.

Blue Skies Travel Ltd
An organization which sends over 80,000 people a year on short-stay

packages, mainly to London. Specialists in concerts with coach travel,



accommodation, and guided tours included. Contact through newspaper
advertising throughout the UK. Also markets theatre programmes for schools.
Customtours Ltd
Custom-made itineraries, designed to meet the needs of both groups and
individuals. Specializing in special-interest tours, performing groups, and youth

groups from overseas and within the UK.

Il. Diane MacLennan runs UK Hosts, a company which specializes in
selecting hotels in London for incentive tours from the USA. An incentive tour is a
reward or encouragement for people who have done good work for their company.
The companies she deals with are usually very rich. Read Diane’s answers to the

interviewer’s questions about her work. Answer the following:

1. Where is Diane’s company based?

2. Does she know her clients personaly?

3. How can Diane recommend this or that hotel if she doesn’t know the
clients?

4.  What, in general, do the clients expect?

5. How does she keep up to date with new facilities, special offers, or

new hotels?

interviewer: Diane, can you tell me about your work and how you go about
selecting a hotel for your clients?

diane: Well, I work exclusively with incentive tours. More precisely, | work
as a Ground Handling Agent for incentive tours from the US. As I'm based here in
London, | often don't know the clients intimately. So I rely on my incentive agent
in the US to inform me of exactly what sort of group they are and what sort of
things they like doing, etc. Then I'll make preliminary inspections of various
hotels, as part of the job of a ground handler is selecting a hotel. The next thing is
to make recommendations to my client on the basis of these inspections. Nine

times out often, my clients will also want to inspect the hotels themselves, so one



or two of my clients will come over on an inspection visit and they'll make the
final choice themselves.

interviewer: Really?

diane: Yes, and we'll see as many hotels in one day as we can. A few days
ago, | took some clients to visit seven hotels in one day, which is quite normal, but
a few weeks ago, we inspected fourteen hotels all in one day.

interviewer: Goodness! What, in general, are they looking for?

diane: Obviously, details depend on the group in question. The incentive
groups | deal with will generally spend a lot of time socializing. Consequently, the
communal areas such as the bar must be large, attractive, and atmospheric. The
reception area will be the first thing they see, so the company will want it to be
impressive. Because there's lots of socializing, not just within the group but also
with clients based in Europe, there must be sufficient rooms for private functions.
And of course they've got to be big enough. Generally, that means we deal with
luxury hotels. We don't always, because a de luxe hotel won't necessarily suit the
requirements of the particular group we're dealing with. But, by and large, the
more stars a hotel has, the bigger and better the facilities.

interviewer: So how do you keep up to date with new facilities, special
offers, or even new hotels?

diane: I'm on the mailing list of all the main hotels in the London area so
I'm kept updated by mailshot, and | know the people in the sales divisions of most
of the hotels we deal with. If they have a special offer coming up, they'll telephone
and let me know. To keep myself informed, there's the TTG - that's the Travel
Trade Gazette — which is vital reading for anyone in my line of work. If there's any
new hotel development, or even new hotels being built, then it will be included in
there. | also make a point of going to trade fairs, such as the one in Earls Court in
November called the WTM. People from all over the world attend, and | make
appointments to meet people in the hotel business.

interviewer: Have you ever recommended a hotel you haven't inspected?

diane: Never. For example, yesterday | went into London just to see one

room in a large city-centre hotel. |1 was offered forty-four of a particular type of



room for a client. This hotel has fourteen different types and | wasn't sure it was
the right type. Just to be sure, | went to check, and I'm glad I did. It wasn't! You
see, every time | recommend a room, my reputation is on the line. I can't afford to

make mistakes.

I1l. Read the dialogue again and complete the following sentences using

ideas and expressions from the above dialogue:

1. Diane depends upon her to help her
recommend hotels for her clients.

2. Diane's clients usually make an of the hotels she has
recommended.

3. ltis for her to visit fourteen hotels in one day.

4, For her groups, the three most important hotels are the

, and the
5. Hotels keep Diane up-to-date by and by
6. Trade magazines are useful for information

about

7. To meet people in the industry she goes to

8. Diane inspects the hotels she recommends.

V. Speak about how UK Hosts work. Use questions from task 2 as a plan

for your story.

V. An agent for Scandinavian Seaways is welcoming a group on a
familiarization tour. Complete her speech using the following verbs in the Future

Continuous:

arrive; go on; sail; stay; board; have; set off; stop; come; leave; spend;

use.



«Good evening, ladies and gentlemen. On behalf of Scandinavian Seaways, I
would like to welcome you aboard the MS Prince of Scandinavia.

I’d like to run through our itinerary for the next few days. We will be setting
off in a few minutes, and tonight we across the North Sea towards
Denmark. If the weather holds, we in Eisbjerk tomorrow afternoon at
13.45. The coach will take us to the hotel Pejsergarden in Braedrup, where we

. This is the hotel that we for all our future tours as well.
There will be plenty of time to settle in, and in the evening we a special
dinner in the hotel’s famous restaurant. At midnight there will be champaign and a
firework display, followed by dancing in the disco. We the next morning
in the hotel, and in the afternoon we a tour of the Silkeborg Lake
District. We back in time for afternoon coffee, and you’ll be free for the
rest of the evening. The next day the coach at 10.00, and we
on the way for lunch, before going on to Hamburg, where we

the MS Hamburg for the 16.30 sailing back to Harwichy.

The next day the coach at 10.00, and we on the way for lunch, before going

on to Hamburg, where we the MS Hamburg for the

16.30 sailing back to Harwich.

VI. In the following sentences put the verbs in brackets into the Future

Continuous or the Future Perfect. The first one has been done for you.

1. We can't send our clients to a half-finished hotel. Are you sure that you
will have completed (complete) all the building work by the beginning of the
summer?

2. I'msorry, but I can't make the meeting on the 18th. |
(still/go round) Greece on my inspection tour, and | don't get back until the 21st.

3. Hello, Jenny Farmer here. I'm just ringing to ask whether you
(send) someone on the fam trip we are organizing next year.

4. | can send those two brochures off for you if you like. | (go) past a

post-box on my way to the car, so it's no trouble.



5. We'd better put the meeting off for a couple of days. | (not finish)

this report by tomorrow afternoon.

6. If you don't hurry up, your plane (leave) by the time
you get to the airport.
7. I'm off on holiday in a few days and this time next week | (sit) on

a lovely sunny beach in the Seychelles.
8. Could I send you the information about the hotels at the end of the

month? | (not/have) time to visit them all by next Wednesday.

9. You'd better send them a fax because they (make) a

decision by the time a letter arrives.
10. | can give John those figures. | (see) him in our weekly

meeting this afternoon.

VII. Now read the dialogue between the Front Office manager welcoming a
group of tourists from Germany and the tour leader MRS Kleist. Complete the

gaps using the words below:

filled leader cards reception
tour rooms delay their
in passport  drink group

manager: Good afternoon. You must be Mrs. Kleist from Sonnenreise.

mrs kleist: Yes, that's right. I'm the tour

manager: How was your flight?

mrs kleist: Not bad, thank you. There was a bit of a at Frankfurt
Airport, so that's why we're a little late.

manager: Oh dear! Well, you'll be pleased to hear that the rooms are ready
for everyone in your shall we fill in the check sheet?

mrs Kleist: Yes. That'd be fine.

manager: I've got the registration  here, thirty-eight in all. Could you ask

your party to fill them in —all we needis  names and passport numbers.



mrs kleist: Right. Now, there's been a slight change. One of the people on
the | missed the flight in Frankfurt — Mr. Heine. | think he might be coming later,
but | haven't had time to find out yet.

manager:  That's OK. We'll keep the room until you find out what's
happening.

mrs Kkleist: I've got the list here for you. It's got everyone's name on it.

manager: Thanks. I'll leave a note for telling them you're one guest
short.

mrs Kkleist: And I've got the voucher here too. Here you are.

manager: Thank you very much. Right, that'll be all for the moment. If

you'd like to get the registration cards in, we'll tell everyone what they'll be
staying in. By the way, the bar's open if anyone would like a while they're
waiting.

mrs kleist: Thank you.

VII1. Learn the dialogue by heart and reproduce it in roles.

IX. Imagine that you and your partner work for the local tourist board.
Mr.Edward Legrand, the Director of a tour operating company, has written to you
asking to organize a two-day tour of your area for him. His company organizes
educational, sightseeing, and special-interest tours as well as conferences. On a
separate sheet of paper, plan a full itinerary for Mr. Legrand, remembering to leave

him some free time.

X. Discuss your plan for Mr. Legrand’s requested tour of your city or

whereabouts with your partner in your own dialogue.
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VI1l.Technical provisions for classroom-based activities

in «Communication Skills for Tourism and Hospitality Industry»
43.03.02 Tourism

Technology and Organization of Touroperators’ and Travel Agents’ Services

Full time mode of studies

Classroom equipped with multi-media devices
Personal Computers
Audio and video player
CD player

Tape recordings
Internet Resources

Enclosure 1.

The Outline Graph for doing Independent assignments of the discipline

Ne

Dates and Time of
performance

Kinds of Independent
work

Approximate
time Norms
for
Performance

Forms of Controle




September — | Preparation of the | 2 weeks

October Essay. Themel.
Independent Work lweek
November Theme 2. 2 hrs
December Sustainable Tourism. | 5 \yeeks
practice. Preparing the
March Essay on Theme 4.
y 2 hrs
Independent Work
. Theme 5
April — May
. 2 hrs
Business
Correspondence

Oral Presentation

Drawing Graphs and
Diagrams

Written Test

Oral Presentation

Written Test

Written  Tests  and
Assignments

Independent Students’ Work might include the following kinds of learning
avtivities :

7. Preparation for classroom activities
8. Preparation for Written assingments
9. Writing Tests and essays
10.Reading additional literature
11.Preparations of presentations
12.Writing Course assignments.

Inhere enclosed is the plan-graph for students’ independent work

Ne

Content of the independent activities

Times and dates

Entitle texts 1,2,3,4,50f the unit devoted to Jobs
in Tourism

Write annotations to texts 1,2,3,4,5

To prepare the report about one of the covered
jobs in ex.4 of the unit

Do ex. 5on p. 70 (EFTH)

Write a composition about jobs in tourism.Do
exercises 9,10 on page 75,76 (EFTH)

Prepare presentation on themes indicated in

The first week
The second and third
weeks

4-6™ week
The 71 week

8" week 9 memens




units 5 and 6 about the functions of managers ,
conference coordinators, business consultants
on business missions.

Write a reply to a complaint about
unsatisfactory services

Write a reply to a complaint about
unsatisfactory sevices

Do exercise 8 on page 86 of unit 3

Do exercise 1 of the wunit « Managing tour
operationsy

Answer the questionsof the fourth unit of the
section « Hotel Managementy

Write a composition about functions, skills and
abilities of tourism managers.

Model content of  students’additional
independent activities.

Michael L.Kasavana, Richard M Brooks.

Managing Front Office Operations. Educational
Institute of the American Hotel and Lodging
Association. 2001 Part 1 Chapter 3.
Unitl. Chapter 3. Front office operations.
Pages 91-104. Read the material, answer the
questions at the end of the unit. Prepare the
report.

Margaret M. Kappa, Aleta Nitschke, Patricia
B. Schappert. Housekeeping  Management.
Educational Institute of the American Hotel and
Lodging Association. 1997.Part 1. Chapter
«The Role of Housekeeping in Hospitality
Operationsy.

Types of Hotels. Read the information, answer
the questions at the end of the unit. Prepare the
report

Amanda Stronza. Forging new ground for
ecotourism and other alternatives.The article in
Annual Reviews.Read and answer the
questions.

Celso Garsia. Impacts of tourism development
on water demand and beach degradation on the
island of Mallorca. Read the material and

10,11,12™ weeks
13t week
14" week
151 week

151 week

16" week

170 week memens




answer the questions. Prepare a report.

Model assignments to the articles for additional reading:

1.Read the article and outline its main parts.

2.Point out the outstanding factors the authours have investigated.
3.Write down all the problems the authours have tried to look into.
4.Be aware of the conclusion the authours have come to.

5.Express your own approach to the issues touched upon or studied.

Unfortunately no course can be a success unless students do their best when
working on their own. Materials for students™ independent work offered in the
syllabus guide might help them a lot. For example students can be offered to
participate in the following samples of learning activities:

Doing the tasks in writing
Reading supplementary materials in English
Preparing for and speaking at presentations
Learning for written tests
Getting ready for credit tests and exams
Answering questions
Reproducing dialogues
Learning conversational formulae
Reading the materials and entitling them
Writing dictations, essays, compositions
Writing pieces from business correspondence
Composing and dramatizing dialogues and polylogues
And what not
As for example could be illustrated in the attached manual for students by

correspondence.

etting ready for classroom sessions



- Doing the tasks in writing

- Reading supplementary materials in English

- Preparing for and speaking at presentations

- Learning for written tests

- Getting ready for credit tests and exams

- Answering questions

- Reproducing dialogues

- Learning conversational formulae

- Reading the materials and entitling them

- Writing dictations, essays, compositions

- Writing pieces from business correspondence

- Composing and dramatizing dialogues and polylogues

- And what not

As for the example, it could be illustrated in the attached manual for
students by correspondence.

Materials from the Manual follow.

l. Read and translate the text:

Travel agents and tour operators

The difference between a tour operator and a travel agent? Well it's quite
simple, really. Obviously, there is a lot of overlap between the two roles, but
basically, a tour operator buys the separate elements of transport, accommodation,
and other services, and combines them into a package. A travel agent sells this
product and other services to the public, and provides a convenient location, such
as a shop or office, for the purchase of travel.

If you imagine how a car is made and sold, the tour operator is like the
factory where the different pieces of the car are assembled. The travel agent is like

the car showroom, which sells the finished product.



So a tour operator will have to do things like decide what tours and holidays
to organize —it might be inclusive tours, or independent holidays. They'll probably
investigate and research new markets to find out what people actually want.

Then, when they're putting together a tour, they'll have to negotiate with the
various airline companies and hotels and other principals, as we call them, in order
to get good bulk purchase deals.

They'll probably charter aircraft, and later on they'll need to recruit and train
staff to be resort representatives, guides, and so on.

When that's all sorted out and they've signed contracts with the principals,
they'll be able to concentrate more on promotion — designing and printing
brochure, and planning an advertising campaign.

Once the tours are being sold, the tour operator deals more directly with the
agent in accepting bookings. They have to continue to work with the principals —
sending room lists, light manifests, that sort of thing.

So a tour operator doesn't usually have so much direct contact with the
customer. The travel agent, on the other hand, is in direct contact with the
customer, advising on resorts, carriers, and travel facilities in general, helping to
plan itineraries for customers, arranging corporate travel.

Then, when they're actually selling holidays, inclusive tours, air tickets, or
whatever, they'll be involved in recording and confirming reservations, sending
invoices to customers, and issuing tickets and vouchers.

They're also involved in auxillary services like arranging car hire or selling
insurance. And plenty of other things as well, from ordering stocks of brochures

for rack display to making sure the windows are kept clean!

Il.  Look up the words and word combinations, write down the Russian
equivalents:

* obviously, basically, an overlap, a purchase

* to combine smth. into smth.

« to provide a convenient location

» to assemble



* to investigate (research) new markets
+ to find out smth.

* to negotiate

« to get good bulk purchase deals

* to charter aircraft

* to recruit and train staff

* to sort out everything

« to concentrate on (promotion)

* to plan an advertising campaign

* to accept bookings

* to have a direct contact with

* to advise on smth.

« to plan itineraries

- to arrange corporate travel

* to record and confirm reservations
* to send invoices to customers

* to issue tickets and vouchers

« to arrange a car hire

« to sell insurance

* to make sure smth. is done

« to order (stocks of brochures for rack display)

l. Complete the sentences using the vocabulary of exercise 2:

1.The ... between a tour operator and a ... is quite .....

2.There is a lot of... between the roles of a tour operator and a travel agent.

3. A tour operator buys.....  of services, accommodation and transport
and ... themintoa.....

4. A tour operator will have to ... the market, to ... with various airline
companies and hotels, to ... the staff, to ... contracts with the principals.

5. The travel agent is in.....  with the customer.

6.The travel agent advises on..... earners, travel ... and so on.



7.When actually selling holidays, inclusive tours, air tickets, or whatever the
travel agent will be involved in ... reservation, sending ... to the customers, ...

tickets and vouchers, arranging car ... or selling ....

I1.  Answer the following questions:

1. Do the roles of a tour operator and travel agent coincide in a way?
How do they overlap? How do their roles differ?

2. What things does a tour operator have to do?

3. What is a travel agent involved in?

1. Write questions to the following sentences. Try and do your best in
making as many questions as you can.

1. If you imagine how a car is made and sold, the lour operator is like the
factory where the different pieces of the car are assembled.

2. The travel agent is like the car showroom, which sells the finished
product.

3.Then, when they're putting together a tour, they'll have to negotiate with
the various airline companies and hotels and other principals, as we call them,

in order to get good bulk purchase deals.

IV. Write about the role of a tour operator and speak about it.

Assessment Tools Pool

in «Communication Skills for Tourism and Hospitality Industry»
43.03.02 Tourism

Technology and Organization of Touroperators’ and Travel Agents’ Services
Full time mode of studies



Assessment materials have been chosen in the manner which lets instructors

see the scope of students™ learning efforts and the degree of their success or failure.

Basic assessment materials are mostly tests, packs of questions and tasks, quizzes,

essays and compositions. A pack of tests follow.

Answer the question:

1.Where does the tour operator work?

2.What does he do?

3.What do tour packages include?

4.What kind of companies does the tour operator work with?

5.How does the tour operator market the tours-?

6.How does the tour operator sell tours? What
"a wholesaler" mean?

7.Where does the travel agent work?

8.What does the travel agent do?

9.What kind of goods does the travel agent sell?

10.How does the travel agent sell tour packages? What
"a retailer" mean?

11.How high is the travel agent's commission?

12.What kind of separate services does the travel agent sell?

13.Where does the tourism manager work?

14.What does he supervise?

15.When does the tourism manager report to the general manager?

16.What does the tourism manager plan and control?

does

does



17.What does the tourism manager decide on in a travel company?
18.How does the tourism manager hire employees?

19.What does the tour guide do?

20.How does the tour guide handle tour groups?

21.What does the tour guide cater to?

22.How well does the tour guide know a foreign language?
23.What other subjects does the tour guide know and why?

24 What kind of person is the tour guide?

25.Where does the animator work?

26.What does the animator do?

27.\WWhy is the animator called the social director?

28.Why does the animator speak a few foreign languages?
29.What does the animator do like an actor?

30.What kind of person is the animator?

31.What kind of companies are tour operators?

32.What do tour operators do?

33.How do tour operators promote their tours?

34.How do tour operators sell their tours?

35.What kind of tour operators are there?

36.What are the best-known tour operators in the world?

37.What kind of companies are travel agencies?

38.Why are travel agencies called shops?

39.What do travel agencies do?

40.What kind of tours do travel agencies offer?

41.What kind of separate tourist services do travel agencies offer?
42 What kind of travel agencies are there?

43.What kind of companies are tourist information offices?

44 \Where are tourist information offices?

45.What kind of advice do tourist information office clerks give?
46.What do tourist information office clerks do? What sort of information do they

give?



47.Why do tourist information office clerks fluently speak foreign languages?
48.What kind of manuals for travelers are there in tourist information offices?
49.What is an outlet?

50.What sorts of outlets are there?

51.Where are travel agency outlets?

52.Who does a travel agency outlet at a factory or in office building service?
53.What does it mean that all travel agency outlets provide the same services?
54.How many clerks are there at a sales outlet?

55.What does the outlet clerk do?

56.How does the outlet clerk know the up-to-date information?

57.What kinds of people are called free-lancers?

58.How and when do free-lancers work?

59.What are some of the free-lance jobs?

60.What kinds of companies employ animators?

61.What kind of companies employ guides, guides-interpreters and escorts?
62.What do travel writers do?

63.What does it mean that free-lancers are registered?

64.What are the advantages and disadvantages of being a free-lancer?
65.How is leisure tourism called?

66.What type of travel is leisure tourism?

67.What do leisure travelers look for?

68.Where do leisure travelers go on holiday?

69.What do leisure travelers enjoy?

70.What does a resort hotel offer?

71.What are other ways to travel for pleasure?

72.Why will more and more people travel for pleasure in future?

73.What type of holiday is sports tourism?

74 \What is the purpose of a sporting tour?

75.What do travelers enjoy during a sporting tour?

76.What kind of sporting tours do tourist companies offer?

77.How will instructors prepare travelers for sporting tours?



78.What will instructors plan before the tour?

79.Who carries the tourists' luggage during a sporting tour? What does it depend
on?

80.What types of tourism are there within sports tourism?

81.What kind of travel is business tourism?

82.What kind of tourists are business travelers?

83.What do business tourists travel for?

84.What does convention tourism involve?

85.What business services do tourist companies provide?

86.Where are business facilities?

87.What kind of other business services will tourist companies provide in future?
88.What sort of tours will tourist companies offer to business travelers?

89.What does incentive tourism mean?

90.Why does a business company offer incentive tours to its employees?

91.What sort of target does an employer set for the employee?

92.When and where did incentive tourism emerge?

93.What kind of companies offer incentive tours?

94.Why do tourist companies take great responsibility when they arrange incentive
tours for business corporations?

95.How popular is this type of tourism?

96.What does familiarization tourism mean?

97.What do travel agencies send their clerks on FAM tours for?

98.What do travel clerks get familiar with during FAM tours?

99.What is the main purpose of travel clerks on a FAM tour?

100.What will the travel clerks know when they return home?

101.Why do some experts say that FAM tourism is a part of incentive tourism?
Where does the receptionist work?

102.What is the receptionist in charge of?

103.How must the receptionist help the guests?

104.How can the receptionist help the visitors who have come to see the hotel

guests?



105.Where does the concierge work?

106.What kind of languages does the concierge usually speak? What does it
depend on?

107.How must the concierge help guests?

108.Where may the hotel manager work?

109.What is the hotel manager for the hotel guests?

110.What is the hotel manager for the hotel staff?

111.What does the hotel manager have to do?

112.What is the head chef? What does he have to do?

113.Whom does the head chef manage?

114.What sort of specialist chefs may there be?

115.What does the restaurant manager do?

116.What is the restaurant manager in charge of?

117.What does the restaurant manager have to decide on?

118.What are other management positions in a restaurant?

119.What are the eight different types of places where people can eat and drink?
120.0Open the brackets. Translate:

121. Have you ever (to be) to a luxury restaurant?
a. was
b. been
122. We have just (to order) a three-course dinner.
a. ordered
b. orders
123. We have never (to have) full English breakfast before.
a. has
b. had
124. Why you (to refuse) to try you chef’s special?
a. has
b. have
125. Since | last attended the convention our company (to develop) some new pre-
convention tours.
a. had developed
b. have developed
126. What kind of drink the bartender (to mix) for you?
a. did mix
b. has mixed
127.The catering business (not to reach) it peak, has it?
a. hadn’t reached



b. hasn’t reached
128. The catering department (to be) busy this month.
a. was
b. has been
129. ... the banquet manager (to make) bulk purchase of food and drink yet?
a. Did ... make
b. Has ... made
130. You (to get) a master key or an extra key?
a. Did you get ...
b. Have you got ...
131. How are plain hotels and inns of small scale called?
a. They are called inexpensive hotels.
b. They are called the 1-star hotels.

132.What prices do 1-star hotels off er?
a. They are free of charge.
b. They offer low prices.

133. What is the other name for the moderate hotel?
a. The moderate hotel is also called 2-star hotel.
b. The moderate hotel is cheap.
134. Do all the bedrooms in the 3-star hotel contain private bathrooms or
showers?
a. Yes, they all do.
b. Only two thirds of bedrooms contain a private bathroom or shower.

135. Do deluxe hotels offer a 24-hour access and a lounge service?
a. No, they don’t.
b. Yes, they do.
What sorts of facilities are provided in the expensive hotel?
134. a. All rooms are fitted with a telephone in the expensive provided.
135. b. Wake up calls, room service, portage, fuller meal facilities are
provided in the 3-star hotels.






