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UNIT 1 TYPES OF HOTELS

Read the texts and translate them. While reading try and find answers to these
questions:
1. Why were most downtown hotels constructed in waves?
2. Why do many airport hotels enjoy a high occupancy?
3. What helps to lower the rates in freeway hotels and motels?

TYPES OF HOTELS

City Center Hotels

City center hotels, due to their location, meet the needs of the public traveling
for business or leisure reasons. These hotels could be luxury, midscale, business,
suites, economy, or residential. They offer
a range of accommodations and services. Luxury hotels might offer the ultimate in
decor, butler service, concierge and special concierge floors, secretarial services,
computers, fax machines, beauty salons, health spas, twenty-four-hour room service,
swimming pools, tennis courts, valet service, ticket office, airline office, car rental,
and doctor/nurse on duty or on call. Generally, they offer a signature restaurant, cof-
fee shop, or an equivalent name restaurant; a lounge; a name bar; meeting and
convention rooms; a ballroom; and possibly a fancy night spot.

City center hotels were constructed in waves; stimulated by government reg-
ulations, investors developed hotels when the climate was right. For example, tax
Incentives for urban renewal projects created
favorable economic conditions in the 1960s. This led to the construction of new
downtown hotels in many cities. Another boom time for hotel development was the
1980s. Together with convention centers and office buildings, hotels have been one
of the catalysts in inner-city revitalization. The Copley Center in Boston and the
Peachtree Plaza in Atlanta are good examples of this.

Airport Hotels

Many airport hotels enjoy a high occupancy because of the large number of
travelers arriving and departing from major airports. The guest mix in airport hotels
consists of business, group, and leisure travelers. Passengers with early or late flights
may stay over at the airport hotel, while others rest while waiting for connecting
flights.

Airport hotels are generally in the 200- to 600-room size and are full service.
In order to care for the needs of guests who may still feel as if they are in different
time zones, room service and restaurant hours may be extended, even offered
twenty-four hours. More moderately-priced hotels have vending machines.




As competition at airport hotels intensified, some added meeting space to cater
to business people who want to fly in, meet, and fly out. Here, the airport hotel has
the advantage of saving the guests from having to go downtown.

Freeway Hotels and Motels

Freeway hotels and motels came into prominence in the 1950s and 1960s. As
Americans took to the open road, they needed a convenient place to stay that was
reasonably priced with few frills. Guests could simply drive up, park
outside the office, register, rent a room, and park outside of the room. Over the
years, more facilities were added: lounges, restaurants, pools, soft drink
machines, game rooms, and satellite TV.

Motels are often clustered near freeway off-ramps on the outskirts of towns
and cities. Today, some are made of modular construction and have as few as eleven
employees per hundred rooms. These savings in land, construction, and operating
costs are passed on to the guest in the form of lower rates.

Extended-Stay Hotels

These hotels cater to guests who stay for an extended period. They will, of
course, take guests for a shorter time when space is available. However, the
majority of guests are long-term. Guests take advantage of a reduction in the rates
based on the length of their stay.

The mix of guests is mainly business and professional/technical, or relocating
families. Residence Inns and Homewood Suites are market leaders in this segment of
the lodging industry. These properties offer full kitchen facilities and shopping
services or a convenience store on the premises. Complimentary continental
breakfast and evening cocktails are served in the lobby. Some properties offer a
business center and recreational facilities.

VOCABULARY FOCUS

1. Match each word or phrase on the left with the correct equivalent on the
right:

1) drive a) maccaxkxup

2) advantage b) BecTu mainHy; exaTh Ha MalllUHE
3) occupancy C) MHOTOKOMHATHBIH HOMEp

4) employee d) mpuObIBaTH

5) flight €) MPEUMYIIECTBO

6) arrive f) cmyxammii, paboTHUK

7) passenger g) 3aHATOCTH (HOMEPOB B OTEJIC)

8) depart h) craBuTh (MapKOBaTh) MAIIHHY

9) park 1) ye3xkaTh

10) suite J) aBmapeiic



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

1) guest a) a hotel specially built for people traveling by car

2) decor b) someone who is paying to stay at a hotel or eat
In a restaurant

3) price c) a road that leads off a big highway

4) leisure d) a wide fast road in a US city that you do not pay
to use

5) freeway e) — the time when you are not working or busy;

— activities that you do to relax or enjoy yourself

6) off-ramp f) the amount of money that you must pay in order to
buy something

7) motel g) the style of decoration and furniture in a hotel,

restaurant, etc.

3. Match the synonyms:

1) road

a) convenient

2) territory b) freeway
3) city center c) suburb
4) various d) employee
5) comfortable e) frills

6) luxury f) downtown
7) outskirts g) reasonably
8) moderately h) premises
9) major 1) different
10) valet J) main
4. Match the antonyms:

1) arrive a) work

2) downtown b) depart

3) low c) close

4) minor d) inside

5) open e) major



1. What categories can city center hotels be subdivided into?
2. What guests' needs can city center hotels meet?
3. What might luxury hotels offer their guests?
4. What created favorable economic conditions for hotel development
in the 1960s.
5. When did another boom for hotel development take place?
Airport hotels
1. Whom does the guest mix in airport hotels consist of ?
2. How many rooms are there in a typical airport hotel?
3. Why are restaurant hours and room service in airport hotels extended?
4. Why are they sometimes offered twenty-four hours?
5. Why do guests in airport hotels feel as if they are in different time zones?
Freeway hotels and motels
1. When and why did freeway hotels and motels come into prominence in the US?
2. What facilities are offered to the guests of a typical American motel?
3. Where and why are motels often clustered?
4. How (in what form) are the savings in land, construction, and operating costs
passed on to the guest?
6. Complete the sentences using proper words and phrases in the box below.
1. City center hotels meeting and convention rooms.
2. Government regulations the construction of city center hotels.
3. Business hotels meet all the needs of traveling for business
reasons.
4. Room service and are often extended to twenty-four hours.
5. Motels are mostly situated near freeway off-ramps on the outskirtsof ___ .

6) outside f) outskirts

7) many g) high
8) early h) few
9) leisure 1) late

COMPREHENSION
5. Answer the questions on the texts:

City center hotels
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6.

Some added meeting space for business people who want to fly in, meet,
and fly out.

towns and cities; stimulated; airport hotels; offer; restaurant hours; the guests

no

o0k ow

=~

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

Motels enjoy a high occupancy because of the large number of travelers
arriving and departing from major airports.

Luxury city center hotels often have as few as eleven employees per hundred
rooms.

Airport hotels are generally full service.

Airport hotels often offer the ultimate in decor, beauty salons, and health spas.
Downtown hotels could be luxury, midscale, business, and suites.

Savings in operating costs are seldom passed on to the guest in the form

of lower rates.

The guest mix in airport hotels mostly consists of business travelers.

In airport hotels guests may feel as if they are in different time zones.

DISCUSSION

8. Try to identify the type of a hotel on the basis of the following information

about it. These words and phrases will come in handy:

o luxury e car rental

e {0 meet e beauty saloon

e need e tennis court

e public traveling for business e Vvalet service

reasons

e ultimate in decor e airline office

e twenty-four-hour room service e meeting and convention room
e secretarial services e ballroom

e computer e fax machine

9. Having identified the type of this hotel, describe it in detail.

Try and convince your partner that your guess is correct.

10. Work in pairs:
a) Look at the following words and phrases and think of a story that might

combine them all. You may re-order them in any way you like using any form of
the verb:

were hired

division heads

enjoyed a high occupancy
international flight

had been built in the early 1990s
an experienced GM
well-managed

large number of travelers




major airport

made the critical decision
added meeting space
catered to businesspersons

competition intensified
found new opportunities.
to save time

car rental service

b) After you have decided upon the story, tell it to your partner. Then listen
to that of your partner. Ask each other as many questions as you can
to learn further details or clarify some points.

11. Entitle the paragraphs beginning with the words:
— City center hotels ... — Motels are often ...

12. Give a summary of each text.
CASE STUDY

CORPORATE PROFILE — HYATT HOTELS

Background:

Having started from scratch, Nicholas Pritzker opened a small law firm. Then
he managed to expand it and turn into a management company. ... Today, Hyatt Hotel
Corporation is one of the world's famous hotel management and development
company. Together with Hyatt International, they are among the leading chains in
the hotel industry.

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

When Nicholas Pritzker emigrated with his family from Ukraine to the United
States, he began his career by opening a small law firm. His outstanding management
skills led to the expansion of the law firm, turning it into a
management company. The Pritzkers gained considerable financial support, which
allowed them to pursue their goals of expansion and development. These dreams
came into reality with the opening of the first Hyatt Hotel, inaugurated on September
27,1957,

Today, Hyatt Hotel Corporation is a $2.5 billion hotel management and
development company; together with Hyatt International, they are among the leading
chains in the hotel industry, with 8.5 percent of the market share. The company owns
173  hotels and  resorts  worldwide: 107 in  North  America,
Canada, and the Caribbean, and 66 in international locations. Hyatt has earned

9



worldwide fame as the leader in providing luxury accommodations and high-quality
service, targeting especially the business traveler, but strategically
differentiating its properties and services to identify and market to a very
diverse clientele. This differentiation has resulted in the establishment of four
basic types of hotels:

1. The Hyatt Regency Hotels represent the company's core product. They are
usually located in business city centers and regarded as five-star hotels.

2. Hyatt Resorts are vacation retreats. They are located in the world's most
desirable leisure destinations, offering the "ultimate escape from everyday
stresses".

3. The Park Hyatt Hotels are smaller, European-style, luxury hotels. They
target the individual traveler who prefers the privacy, personalized service, and
discreet elegance of a small European hotel.

The Grand Hyatt Hotels serve culturally rich destinations that attract leisure
business as well as large-scale meetings and conventions. They reflect
refinement and grandeur, and they feature state-of-the-art technology and banquet
and conference facilities of world-class standard.

Vocabulary notes

1. career BU/T JCSATEIHHOCTH; PO ECCHOHATHHBIN
POCT, CTAHOBJICHHE KaK CTICIIHAUCTA

2. law firm opuaudeckas pupma

3. outstanding management 30. He3aypsAHbIC HABBIKK PYKOBOIUTEIIS

skills

4. to gain considerable HOJIy4aTh 3HAYMTEIbHYIO (PMHAHCOBYIO

financial support MTOMOIIIb

5. to come into reality BOILUIOTHTHCS B KU3Hb

6. to inaugurate 30. TOPKECTBEHHO OTKPBIBaTh, BBOJUTH B
CTpOu

7. market share JI0JISI HAa PBIHKE

8. core product 30. OCHOBHAS CHEILMATN3ALINS

9. diverse clientele pa3HoOOpa3Has KIIMEHTYypa

10.privacy 30. COOJII0/ICHUE HETPUKOCHOBEHHOCTH

YaCTHOM KU3HM (KJIUEHTA); MOTHAas
KOH(HUACHIINAILHOCTh
11.personalized service WHIUBUTyJTBHBIN TIOIXO0]T TIPH

10



00CITyKUBaHUU

12.discreet elegance 30. IPUTITYIIICHHAS, HEOpOCKast
9JIETAHTHOCTh

13.retreat (n.) YEIMHEHHOE MECTO

14.to feature (smth.) OTaN4YaThes (uem-1ub0); 001a1aTh

XapaKTepHOM 4EPTOU
Answer these questions:

1. Where did Nicholas Pritzker come to the United States from?
2. How did he begin his career?
3. What helped him expand his small law firm and turn it into a management
company?
What else allowed the Pritzkers to pursue their goals of expansion?
When was the first Hyatt Hotel opened?
How many hotels and resorts does the company currently own?
What accommaodations and service does Hyatt provide?
How did Hyatt manage to earn worldwide fame?
. What represents the company's core product?
10.What kind of traveler do European-style luxury hotels target?
Role-play:
Imagine that you are entering the lodging industry starting from scratch.
To begin with, you are planning to create a hotel featuring facilities of world-class
standard to best meet diverse clientele's needs. What exactly will you start with?

© oo N s

While making your decision consider the following possible steps:
to make up a business plan e to raise the necessary money
to gain considerable financial support | e to equip rooms with modernized
business amenities
to differentiate cuisine and services e to introduce and maintain world-class
services and facilities
to pursue the goals of expansion and development

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

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

11



UNIT 2 ROLE OF THE HOTEL GENERAL MANAGER

Read the text and translate it. While reading try and find answers to these
questions:
1. Whose responsibility is it to keep guests satisfied and returning?
2. What periods in large hotels are considered to be "peak times™?
3. What is Rick Segal's position in the famous St. Regis Hotel?

ROLE OF THE HOTEL GENERAL MANAGER

Hotel general managers have a lot of responsibilities. They must provide owners
with a reasonable return on investment, keep guests satisfied and returning, and keep
employees happy. This may seem easy, but because there are so many interpersonal
transactions and because hotels are open every day, all day, the complexities of
operating become challenges that the general manager must face and overcome.

Larger hotels can be more impersonal. Here, the general manager may only
meet and greet a few VIPs. In the smaller property, it is easier - though no less
Important - for the GM to become acquainted with guests, to ensure their stay is
memorable, and to secure their return. One way that experienced GMs can meet
guests, even in large hotels, is to be visible in the lobby and food and beverage (F &
B) outlets at peak times  (check-out, lunch,  check-in, and
dinner time).

Guests like to feel that the GM takes a personal interest in their well-being.
Max Brown, who was general manager of the famous George V Hotel in Paris for
more than thirty years, was a master of this art. He was always present at the right
moment to meet and greet guests. In fact, he often made such a spectacle that other
guests would inquire who he was and then would want to meet him. Hoteliers always
remember they are hosts.

Rick Segal, vice president of Sheraton's luxury hotel division, credits his suc-
cess to several things, but the quality he mentions first is paying attention to detail.
As general manager of the famous St. Regis Hotel in New York City, he has plenty
of opportunities to do just that.

The GM is ultimately responsible for the performance of the hotel and the
employees. The GM is the leader of the hotel. As such, she or he is held
accountable for the hotel's level of profitability by the corporation or owners.

General managers with a democratic, situational, and participating leadership style
are more likely to be successful. There are, however, times when it is necessary to be
somewhat autocratic — when crisis situations arise.

12




VOCABULARY FOCUS

1. Match each word or phrase on the left with the correct equivalent on the right:

1) remember a) (QyHKIHOHUpPOBaHUE
2) well-being b) momMHHTB

3) inquire C) 3HAKOMUTBCS

4) be responsible d) orBeuats 3a YTO-JIMOO
5) performance €) HaBOIWTH CIIPABKH;

OCBCAOMIIATBCA, Y3HABATD

6) become acquainted f) OmarococrosiHue

7) successful g) oOpalath BHUMaHUE
8) pay attention h) ycrenHpIi; yiawimBeIi
9) famous 1) XOJUI B TOCTHHHIIE

10) lobby J) 3HaAMEHUTHIN

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

1) marketing
2) executive

3) cooperation
4) beverage
5) profit

6) student

7) stuff

8) property
9) hotel

10)  staff

a) adrink, for example — tea, coffee, or wine

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

C) asenior manager in a business or other
organization

d) what you earn, save, invest and use to pay for
things

e) someone who goes to a university, college, or
high school

f) the ways in which a company encourages people
to buy its products by deciding on price, type of
customer, and advertising policy

g) a variety of objects or things

h) people who work for a particular company

1) a situation in which people or organizations work
together to achieve a result that will benefit all of
them

J) money that you make by selling something or
from your business, especially the money that
remains after you have paid all your business
costs

13



11) money K) things, especially valuable things, that are owned

by someone

3. Match the synonyms:

1) responsibility a) period

2) each b) leader

3) time C) company

4) head d) duty

5) some e) ensure

6) master f) several

7) corporation g) owner

8) secure h) every

4. Match the antonyms:

1) complex a) crisis
2) autocratic b) many
3) never c) always
4) forget d) democratic
5) few e) invisible
6) success f) simple
7) visible g) often
8) seldom h) remember

COMPREHENSION

5. Answer these questions on the text:
. What must general managers provide hotels' owners with?

2. Who was general manager of the famous George V Hotel in France for more than

thirty years?

. Whose responsibility is it to ensure the guests' stay is memorable, and to

secure their return?

. Why must general managers keep guests satisfied and returning?

. Why are some periods (check-out, lunch, check-in, and dinner time) considered to
be "peak times" in large hotels?

14



6. Why do experienced GMs often meet guests in the lobby and F & B outlets at
peak times?

7. What management style is more likely to be effective in running a large
hotel?

8. What is one of the main things Rick Segal, vice president of Sheraton's
luxury hotel division, credits his success to?

9. What makes him think so? Do you agree with him?

10.When is it recommended to be somewhat autocratic in running a hotel?

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

1. Hotel staff should do their bestto keep ~ satisfied and returning.

2. Owners holdthe GM _ for the hotel's level of profitability.

3. Big hotels are usually _ than smaller ones.

4. Managers with ademocratic _ are more successful.

5 It is the GM who is _ for the performance of the hotel and the
employees.

6. Sometimes — when a crisis situation arises — it is absolutely necessary for the
manager

responsible; accountable; to be somewhat autocratic; more impersonal;
leadership style;  guests

7. Say whether the following statements are true or false. Comment on the
true statements and correct the false ones.
1. In small hotels, it is easy for the GM to become acquainted with guests.
2. Owners must provide general managers with a return on investment.
3. The corporation holds general managers accountable for the hotel's
profitability.
4. Hoteliers like to feel that guests take a personal interest in their well-being.
5. F @ B managers and their staff should always remember they are hosts.
6. Hotel managers with an autocratic leadership style are more likely to be
successful.
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DISCUSSION

8. Enumerate the main responsibilities of a typical hotel GM and comment
on them. These words and phrases will come in handy:

e hotel general manager e Owner

e to provide e reasonable return on investment
e to keep guests satisfied and e to keep employees happy
returning

e to meet and greet e VIP guests

e to become acquainted e to ensure their stay is memorable
e to run a large hotel e to secure their return

9. Work in pairs:

a) Look at the following words and phrases and think of a story that might
combine them all. You may re-order them in any way you like using any form of
the verb:

e graduated from Nizhny e the famous Moscow Radisson

Novgorod University Slavyanskaya Hotel

e was promoted e the position of general manager

e not so experienced e immediately faced several
challenges

e had to overcome lots of e started meeting guests

difficulties

e was always visible in the lobby ¢ in the food-and-beverage outlets

e at peak times (check-out, lunch, o liked to feel that the GM takes a

check-in, and dinner time) personal interest

e always responded to the demands e credited his success to several

of the guests things

b) After you have decided upon the story, tell it to your partner. Then listen
to that of your partner. Ask each other as many questions as you can to learn
further details or clarify some points.

10. Entitle the passage (two paragraphs) from the words

"Larger hotels..." uptothe words "...are hosts":
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11. Divide the text into other logical parts and entitle each of them.

12. Give a summary of the text.

CASE STUDY

CHEQUING IN
(Why are Britain's hotels so expensive?)

Background:

Shortage of hotel rooms in London, coupled with strong demand, keeps prices
sky-high. Besides being the most expensive in Europe, British hotels' personnel
demonstrate incompetence on every level to say nothing of grubby crockery and
dysfunctional plumbing.

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

In the aftermath of the foot-and-mouth crisis, Kim Howells quipped that a lot
of British hotels "make 'Fawlty Towers' look like a documentary”. Not the sort of
thing you'd expect to hear from the tourism minister. But he's got a point. Your
recently married correspondent, for one, is still reeling from a hotel honeymoon of
unforgettable,  unutterable = awfulness - a stunning  exhibition  of
iIncompetence on every level, from grubby crockery and dysfunctional plumbing to a
service ethos that would have made Basil himself cock an admiring eyebrow.

Such experiences don't come cheap. According to the "Which? Hotel Guide
2015", British hotels are the most expensive in Europe, from the lowliest dosshouse
up. The situation is especially bad in London, where a shortage of hotel rooms,
coupled with strong demand, keeps prices sky-high. "You can find a good, individual
hotel in the middle of Paris for €60 a night", says Patricia Yates, co-editor of the
"Which? Hotel Guide", "but I wouldn't like to try to find one at that price in London -
or to have to stay there".

The strength of the pound is often blamed, VAT is certainly a factor:
at 17.5% it is the second highest in Europe, after Denmark. Elsewhere it hovers
between 3% and 10%. But any independent hotelier will tell you that it is above all
the cost of property that accounts for the scarcity of well-designed, moderately
priced, owner-run hotels in central London.

Vocabulary notes

1. chequing in 30. HemepeBoauMast urpa ciios: to check in —
"perucTPUPOBAThCS MIPH MOCEICHUH B oTens" 1 Cheque
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2. aftermath, the

3. foot-and-mouth
disease

4, foot-and-mouth
Crisis

5. toquip

6. tourism minister
7. to have (got) a
point

8. "Fawlty Towers"
9. documentary
10. for one

11. toreel

12.  honeymoon

13. grubby

14.  crockery

15.  plumbing

16. service ethos
17. to come cheap
18. lowly

19. dosshouse

20. shortage

21. VAT

22. hotelier

23. to hover

— "OaHKOBCKHM UeK" (MMeeTcs B BULY, UTO CTOMMOCTD U
caMUX OTeJIeH U MPOKUBAHUS B HUX YEPECUYp BBICOKA)
MOCJIEICTBUSI KAKOTO-TMO0 HEMPUSATHOTO UM BaXKHOTO
COOBITHUS

A1Lyp — MTHGEKIIMOHHOE 3a00JIeBaHUE KPYITHOTO
poraroro ckora
SKOHOMUYECKHI Kpu3HC, BbI3BaHHbIH B 2012 1
SNUAEMUEH slIypa, B pe3ylbrare KOTOpOl B AHIVIMU
ObLIO 3a0MTO MHOXKECTBO CKOTa, a CIPOC Ha TOBSIAUHY
pE3KO ymay, 4YTO MPHUBEIO K PA30PEHUI0 MHOTUX
bepmepoB

CKa3aTb YTO-TO 3a0aBHOE WJIK YMHOE

MUHUCTP IO JIeJaM Typu3Ma

30. OBITh B Y€M-TO MPABBIM

"®ontu Tayspc"” evimbiuil. Ha3BaHKUE OTEJIS; B3ATO U3
KOMEJUMHOTO aHINIMMCKOIO TEJIECEPUANIA, CTAB HMEHEM
HapUIATEeNIbHBIM JJI1 OY€Hb CKBEPHBIX TOCTUHHUII,

B KOTOPBIX BCE UET UYepe3 MEeHb-KOJIOMY

30. TOKYMEHTAJIbHBIN QUITEM

30. HaPUMEDP

30. HAXOIUTHCS B TIOTHOM PACCTPOMCTBE, OBITH B IIOKE
MEJIOBBIN MECSII

TPA3HBIN, HEMBITHIN

nocyza (Tapeniku, YalK U T.I1.)

BOJIOIIPOBO/I; BOJOMPOBOJIHAS CUCTEMA

30. MaHepa, METO/I, TPUHITUT OOCTYKUBAHUS
00XOJIUTHCS IEHIEBO

MMEIOINNA HU3KHAW CTaTyC; HEBBICOKO KOTHPYIOIINNCS;
HENPUTS3aTEIbHBIN

(Br.E.) pase. Hounexka s 0€310MHBIX

HexBaTKa

cokp. ot Value Added Tax nasor Ha 100aBIEHHYIO
ctoumoctsb (H ] C)

BJIQ/ICJICI] TOCTHHHUIIBI UM €€ YIIPaBIISIONTNI

30. KonebarbCs, BApbUPOBATh
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24,

to account (for ObITH MPUUMHOM, JIEKATh B OCHOBE (ue20-1ub0);

smth.) 00BACHATD (umo-1ubo)

25.

oD

© o N oG

10.

11.
12.
13.
14.

owner-run hotel rocrtunuia (orenb), paboTy KOTOPOH BO3IVIABISET cam
BJIQJICNICII;, SIBJISISICH OJHOBPEMEHHO W MEHEIKEPOM,
T.€. PyKOBOJUT €€ MePCOHATIOM

Answer these questions:

What is Kim Howells' position in the Tourism Ministry?

Where is the famous Fawlty Towers Hotel located?

What does the name "Fawlty Towers" mean?

Why did the tourism minister compare a lot of British hotels with "Fawlty
Towers"?

Why is the Economist's correspondent still reeling from a hotel honeymoon?
How can a stunning exhibition of incompetence on every level impress the guest?
Where are the most expensive European hotels located?

Why is the situation so bad especially in London?

. What keeps prices in London's hotels sky-high?

Why have prices in London's hotels soared?

Can the strength of the pound be the reason for so high rates and prices?
What does the economic term "VAT" mean?

What European country has the highest VAT?

How does VAT affect hotel prices?

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

your partner.

3. Let your partner see whether key points identified by you are the same as

those covered in the text. Let him/her agree or disagree with you.
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UNIT 3 HOTEL RESTAURANTS

Read the text and translate it. While reading try and find answers to these
questions:
1. Do all hotels have a restaurant?
2. What problems can arise if there are too few guests?
3. When are hotel restaurants open?

HOTEL RESTAURANTS

A hotel may have several restaurants or no restaurant at all; the number and
type of restaurants varies as well. A major chain hotel generally has two restaurants:
a signature or upscale formal restaurant and a casual coffee-shop type of restaurant.
These restaurants cater to both hotel guests and to the general public. In recent years,
because of increased guest expectations, hotels have placed greater emphasis on food
and beverage preparation and service. As a
result, there is an increasing need for professionalism on the part of the hotels'
personnel.

Hotel restaurants are run by restaurant managers in much the same way as
other restaurants. Restaurant managers are generally responsible for the
following:

— exceeding guest service expectations;

— hiring, training, and developing employees;

— setting and maintaining quality standards;

— marketing;

— room service, mini-bars, or the cocktail lounge;

— presenting annual, monthly, and weekly forecasts and budgets to the
food and beverage director.

Some restaurant managers work on an incentive plan with quarterly perfor-
mance bonuses. Hotel restaurants present the manager with some interesting
challenges because hotel guests are not always predictable. Sometimes they will use
the hotel restaurants, and other times they will dine out. If they dine in or out to an
extent beyond the forecasted number of guests, problems can arise. Too many guests
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for the restaurants results in delays and poor service. Too few guests means that
employees are underutilized, which can increase labor costs unless employees are
sent home early. Fortunately, over time, a restaurant
manager keeps a diary of the number of guests served by the restaurant on the same
night the previous week, month, and year. The number and type of hotel guests (e.g.,
the number of conference attendees who may have separate dining
arrangements) should also be considered in estimating the number of expected
restaurant guests for any meal. This figure is known as the capture rate, which, when
coupled with historic and banquet activity and hotel occupancy, will be the
restaurant's basis for forecasting the number of expected guests.

Most hotels find it difficult to coax hotel guests into the restaurants. However,
many continuously try to convert food service from a necessary amenity to a profit
center. The Royal Sonesta in New Orleans offers restaurant coupons worth $5 to its
guests and guests of nearby hotels. Another successful strategy, adopted by the Plaza
Athenee in New York, is to show guests the restaurants and explain the cuisine before
they go to their rooms. This has prompted most guests to dine in the restaurant during
their stay. At the Sheraton Boston Hotel and Towers, the restaurants self-promote by
having cooking demonstrations in the lobby: The "onsite" chefs offer free samples to
hotel guests.

Progressive hotels, such as the Kimco Hotel, in San Francisco, ensure that the
hotel restaurants look like free-standing restaurants with separate entrances. They
also charge the restaurants rent and make them responsible for their own profit and
loss statements.

Compared with other restaurants, some hotel restaurants offer greater
degrees of service sophistication. This necessitates additional food preparation and
service skills and training. Compared to free-standing/independent restaurants, it is
more difficult for hotel restaurants to operate at a profit. They usually are open from
early morning until late at night and are frequently underpatronized by hotel guests
who tend to prefer to eat outside of the hotel at independent restaurants.

Vocabulary notes

incentive HOOIIPUTENBHBIN (0 niamedicax, 3apabdommotl
nrame u m.0.). Hamp.: incentive salary (bonus,
fee)

quarterly performance eXeKBapTaJbHas MPEeMUs 0 pe3ybTaTaM paboThI

bonus

predictable IpeCKa3yeMbIii

signature (Am.E.) = upscale 30. IpeTHa3HAYCHHBIN I 00CTY)KUBAHUS OUYCHb

(Am.E.) = upmarket (Br.E.) cocTosTeNbHbIX Juil. Hamp.: upscale restaurants

(hotels, shops)
to place emphasis (on smth.) nepen. Aenath ymnop (na umo-iubo); yaensithb
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delay
cocktail lounge

attendee

to underutilize

to keep a diary

to forecast

to coax (into smth.;
into doing smth.)
loss

chef

cuisine

to charge

to operate at a profit

to patronize (= to frequent)
to be underpatronized

service sophisticatio
coupon
free samples

1. Match the attributes on the left with the words on the right (more than one

n

0co0oe BHUMaHUe (vemy-1ubo)

3aJIepiKKa, MEUIUTEIBHOCTD (npu 00CIyHCUBAHULL)
KOKTEHIBbHBIN 3aJ1, 6ap, Oyder, 3akycouHas;
HeOO0JIBINION pecTopaH (6 omere)

yUYaCTHUK (KoHghepenyuu, cvesoa);

IIOCETUTENb (6bICINABKIL)

UCIIOJIB30BaTh (*3a/1eiCTBOBATh) HE MOJTHOCTHIO
BECTU JTHEBHUK

PEABUACTH, MPOTHO3UPOBATH, IPEIBOCXUIIIATH
yrOBapuBaTh; TEPIIEINUBO U JJACKOBO YIPAIINBATh,
yoexnarhb (coerams umo-iubo)

yOBITOK, ymiep0, morepst

mred-moBap

1) KyxHsl, cTOJ (MUTaHUE; TOBAPCKOE UCKYCCTBO);
2) KyxHs (0COOBIH CTHJIb IPUTOTOBICHHS ITHIIH.
Hanp.: dpaniy3ckas, Kutaiickas KyXHs)

30. B3UMaTh IJIaTy; Hamp.:

1) Most hotels charge for the use of tennis courts.
2) You will be charged a small fee for food and
lodging.

3) They charged us 20 dollars for three drinks

paboTaTh ¢ mpuObLIBIO, HE B YOBITOK cebe
CHUCTEeMAaTUUYECKHU NOCeUIaTh; ObITh 3aBCETJaTaeM
UCTIBITHIBATh HEJJOCTATOK KIIMEHTYPBI;
MIOCEAThCS HETOCTATOYHBIM KOJTMYECTBOM
KIIUEHTOB

30. YTOHYCHHOE, U3BICKAHHOE O0CITy)KHBaHHE
KYTIOH; OTPBIBHOW TaJIOH

oecruiaTHbIe 00pasIbl (8b10aOmMCs KAUeHMAM 8
PEKAMHDBIX YeJIsIX)

VOCABULARY FOCUS

interconnection is possible):

1) poor
2) hotel

3) restaurant
4) progressive
5) free-standing

6) separate

7) predictable

a) hotel

b) demonstration
C) interesting

d) service

e) entrance

f) restaurant

g) guest
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8) cooking
9) interesting

2. Match the synonyms:

1) attendee
2) frequent
3) benefit
4) challenge
5) example
6) sort
7) banquet
8) poor
9) too
10) number
11) must
12) diary
13) hotel
14) separate
15) often
16) forecast
17) lobby
18) free-
standing
19) hard
20) annual

3. Match the antonyms:

1) employee
2) difficult

3) host

4) nearby

5) early

6) without

7) loss

8) free

9) seldom

10) excellent
11) night
12) dependent
13) after
14) separate
15) exit

16) closed
17) lack

h) manager
1) challenge

a) quantity

b) bad

C) patronize
d) formal party
e) predict

f) isolated

g) sample

h) participant
1) inn

J) profit

k) problem

) type

m) hall

n) independent
0) difficult

p) frequently
q) should

r) also

s) journal
t) yearly

a) independent
b) profit

c) employer
d) entrance
e) frequently
f) far-off

g) have

h) morning
1) poor

J) late

K) guest

I) before
m) common
n) in

0) with

p) chargeable
q) easy
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18) out r) open

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

1) upscale a) conservative in style, and suitable for official or serious
situations or occasions

2) amenity b) gently persuade someone to do something

3) formal c) provide people with everything they want or need

4) charge d) something that makes it comfortable or enjoyable to live or
work somewhere

5) cater e) 1/ a particular style of cooking food, especially the style of

a particular country or region;
2/ the food you can eat in a particular place, especially in
a restaurant or hotel
6) cuisine f) designed for people who have a lot of money
7) coax g) ask someone to pay an amount of money for something you
are selling to them or doing for them

COMPREHENSION
5. Answer the questions on the text:

What shows that the restaurant's employees are underutilized?

What figure is known as the capture rate?

What can this figure be used for? Why?

What customers do hotel restaurants cater to?

What problems can arise if there are too many guests in the hotel restaurant?
Where do hotel guests mostly dine — in or out?

Why is it difficult for most hotels to coax hotel guests into the restaurants?
How do some restaurants self-promote?

What successful strategies are there to coax hotel guests into dining in the hotel
restaurant during their stay?

10.What does a greater degree of service sophistication necessitate?

11.Why is it more difficult for hotel restaurants to operate at a profit?

12.Why do hotel guests tend to prefer to eat outside of the hotel at independent (free-
standing) restaurants?

©CoNoakRwNE

6. Use proper words and phrases in the box to complete the sentences.

explain the cuisine; food service; service sophistication; hotel guests;
a casual coffee-shop type; the number of guests.

1. Hotel restaurants cater to both and to the general public.
2. Large hotels have two restaurants: an upscale restaurant and of
restaurant.
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The capture rate is a reliable basis for forecasting expected in the
restaurant.

It is a good idea to show guests the restaurants and before they go to
their rooms.

A greater degree of demands additional food preparation and service
skills and training.

Most hotels try to convert from a necessary amenity to a profit center.

7. Say whether the following statements are true or false. Comment on the true

statements and correct the false ones.

1.

no

8.

9.

Unlike free-standing restaurants, hotel restaurants are run by restaurant
managers.

It is rather hard for hotels to coax hotel guests into the restaurants.

Both hotel restaurants and free-standing restaurants have separate entrances and
exits.

Since hotel guests are quite predictable, restaurant managers are not faced with
problems.

Hotels will operate at a profit if most guests prefer to dine in the restaurant during
their stay.

Free-standing restaurants offer greater degrees of service sophistication in
comparison with hotel restaurants.

It is restaurant managers who are generally responsible for hiring and

training employees.

Some hotels make the restaurants responsible for their own profit and loss
statements.

If all guests always dine out, no problems can arise.

10.Compared to hotel restaurants, it is more difficult for free-standing

(independent) ones to operate at a profit.
DISCUSSION

8. Define optimum ways and means of forecasting the number of expected
restaurant guests. These words and phrases will come in handy:

e to cater to hotel guests e if possible
e to coax hotel guests into the|e the general public
restaurant

e to be not always predictable e to prefer

e to eat outside of the hotel e to keep a diary

e to consider e for any meal

e the "capture rate" e to couple with historic and banquet
activity

e hotel occupancy e areliable basis for forecasting
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9. Work in pairs:
a) Look at the following words and phrases and think of a story that might
combine them all. You may re-order them in any way you like using any form of
the verb:
e owned two restaurants e signature or upscale
e midpriced casual coffee-shop type of | ¢ placed greater emphasis on service
restaurant

e food preparation e increasing need for professionalism

e hired an experienced chef and cooks | e played a significant role

e Was necessary e found new opportunities.

e made a critical decision e responded to the demands of the
guests

e worked in close cooperation with the | ¢ would become a good source of

hotel GM income

b) After you have decided upon the story, tell it to your partner. Then listen to
that of your partner. Ask each other as many questions as you can to learn further
details or clarify some points.

10. Entitle the paragraphs beginning with the words:

o Hotel restaurants are run by...
. Some restaurant managers work...

11. Divide the text into other logical parts and entitle each of them.
12. Give a summary of the text.
CASE STUDY

CANADIAN PACIFIC HOTELS

Background:
Being involved in many programs, the Canadian Pacific Hotel company has
done a lot to benefit the population of Canada.
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Read the supporting article and provide detailed answers to the case questions.

Canadian Pacific Hotels are involved in many programs to benefit the residents
of Canada. An environmental program that started in 2010, which all hotels in the
chain are involved in, is doing great. Canadian Pacific Hotels have set goals for
themselves, such as reducing waste and collecting recyclables from the guest rooms.
The hotels have reached their goal of being nature-friendly with the help of an
environmental consultant. The corporation received the "Green Hotelier of the Year"
award in 2016 for outstanding efforts to improve environmental performance.

Another program that Canadian Pacific is currently involved in is the Adopt-
A-Shelter program. Each hotel in the chain adopts a local women's shelter and
donates goods, services, and financial support, mainly used furniture and household
items. The relationship between the hotel and the shelter is a
continuing one.

The Canadian Pacific Charitable Foundation will also donate $150,000 to the
Canadian Women's Foundation during the next three years. This money will help the
Women's Foundation set up "Canadian Pacific Violence Prevention Fund", which
will help support many violence prevention programs across Canada.

Vocabulary notes

to benefit (smb., smth.)  maTm Ha Giaro (komy-1ub0, yemy-160)

environmental 9KOJIOTHYECKHM; OTHOCSIIHICS K 3aIUTE
OKPYXaroUIEn CpeIbl

to reduce waste COKPATUTb KOJIMYECTBO OTXO0B
(3arps3HSIIONIMX OKPYKAFOIIYIO CPETy)

recyclables (pl.) MCIIOJIb30BaHHBIC IIPEIMETBI, KOTOPBIC
HOJIeXKAT NepepadOTKe U YTHIN3AIUH

to donate BHOCUTH, J€JIaTh OXXEPTBOBAHUS
(B 6J1arOTBOPUTENBLHBIX IIENIX )

to reach one's goal JIOCTUTaTh CBOEH LIEJIN

nature-friendly 30. HE 3arPSA3HSIONIMI OKPYXKAIOIIYIO CPEIY;
Oeperymumii mpupoay

violence prevention porpaMma o MpeaoTBPAILEHUIO HACHIIUS

program (r1aBHBIM 00pPa30M — B CEMbSIX, IO OTHOIIICHHUIO

K JKEHILIUHAM U JICTSIM)

Answer these questions:

What are the Canadian Pacific Hotels currently involved in?

How is the environmental program, that started in 2010, doing now?

How many hotels in the chain are involved in the environmental program?
What goals have Canadian Pacific Hotels set for themselves?

Who helped the hotels reach their goal of being nature-friendly?

agbrwnE

27



What award did the corporation receive in 2016? What for?

7. How does Canadian Pacific currently participate in the Adopt-A-Shelter
program?

8. What does each hotel involved in the Adopt-A-Shelter program donate?

9. How much money will the Canadian Pacific Charitable Foundation donate to the
Canadian Women's Foundation?

10.What will the donated money help to do?

Role-play:

Pretend you are an owner of a hotel chain in Russia and Byelorussia. You are
planning to create a positive image of your chain in order to take full advantage of
this action which can give you the edge over your competitors. What measures will
you be taking?

While making your decision consider the following possible steps:

to make donations to different environmental programs

to give used furniture and household items to poor families
to hire an environmental consultant

to reduce waste

to collect recyclables from the guest rooms

to improve environmental performance.

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

Let your partner see whether key points identified by you are the same as
those covered in the article. Let him/her agree or disagree with you.
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CocraBurenu:
Cepreit bopucosnu Kyauaos
Cepreit CaiispoBuy UBaHOB

COOpHHK TEKCTOB IS YTCHUS M 3aJaHUI 10 AHTJIMMCKOMY A3BIKY
AJIs1 MarucTpoB MHCTUTYTa 9KOHOMMKH M NPeINPHHUMATENbCTBA,
o0y4aroumuxcs 10 HANPABJIEHHUIO IOATOTOBKHU
38.03.06 «Toprosoe nesno»

[TpakTukym

®enepallbHOE rOCYAAPCTBEHHOE OIOIKETHOE 00PA30BATEIBHOE YUPEXKICHUE
BBICILIETO MTPO(HECCHOHATIEHOTO 00pa30BaHUs
«Hwmxeropoackuit rocynapctBeHHbii yauepcutet uM. H.M. JlobaueBckoro»
603950, Huxuuit HoBropogn, np. I'arapuna, 23

[Toxmucano B reyaThb . ®opmar 60 x 84 1/16.
Bbymara odcetnas. [leuars odcernas. ["apaurypa Taiimc.
VYen. ney. 1. 1,6. 3akasz Ne . Tupax 2k3.

Otnevarano B Tunorpaduu
Hwuxeropoackoro rocynusepcutera um. H.W. Jlo6aueBckoro
603600, r. Hmwxawniit Hosropogn, yn. bonbmas [Tokposckas, 37

29



	Case study: Corporate Profile — Hyatt Hotels ……………………….
	UNIT  1        TYPES OF HOTELS
	TYPES   OF   HOTELS
	City Center Hotels
	Extended-Stay Hotels
	City center hotels
	Airport hotels
	Vocabulary  notes

	UNIT  2     ROLE OF THE HOTEL GENERAL MANAGER
	CHEQUING   IN
	Vocabulary  notes

	UNIT  3            HOTEL  RESTAURANTS
	Do all hotels have a restaurant?
	What problems can arise if there are too few guests?
	When are hotel restaurants open?
	HOTEL  RESTAURANTS

	Vocabulary notes
	What shows that the restaurant's employees are underutilized?
	What figure is known as the capture rate?
	What can this figure be used for? Why?
	What customers do hotel restaurants cater to?
	What problems can arise if there are too many guests in the hotel restaurant?
	Where do hotel guests mostly dine – in or out?
	Why is it difficult for most hotels to coax hotel guests into the restaurants?
	How do some restaurants self-promote?
	What successful strategies are there to coax hotel guests into dining in the hotel restaurant during their stay?
	What does a greater degree of service sophistication necessitate?
	Why is it more difficult for hotel restaurants to operate at a profit?
	Why do hotel guests tend to prefer to eat outside of the hotel at independent (free-standing) restaurants?
	CANADIAN   PACIFIC   HOTELS
	Vocabulary notes


