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Специальность: 43.02.11 Гостиничный сервис

Тип урока: урок практической направленности
Цели урока: 

Образовательная: 

- систематизировать знания студентов по теме «Служба приема и размещения» и продолжить знакомство с профессиональным английским; 

- отработать навыки студентов в заполнении анкет и других деловых бумаг.
Развивающая: 

- развивать языковые, интеллектуальные и творческие способности студентов;
- способствовать развитию коммуникативных навыков и навыков аудирования. 

Воспитательная: 

- воспитывать умение работать в коллективе (группе), поддержание интереса к обучению;
- формировать личностные качества: самостоятельность, трудолюбие, творчество.

Оснащение урока: персональный компьютер, раздаточный материал 
Учебная литература: Основные источники (ОИ):

	№ п/п
	Наименование
	Автор
	Издательство, год издания

	ОИ 1
	Английский язык для индустрии гостеприимства 
	Кабанова К.В.
	М.: Инфра-М, 2019 

	ОИ 2
	Английский язык для гостиничного дела
	Брель Н.М., Пославская Н.А.
	М. : КНОРУС, 2021 2021.

	ОИ 3
	Английский язык для бакалавров
	Агабекян И.П.
	Ростов н/Д: Феникс, 2019

	ОИ 4
	Английский язык в сфере обслуживания и туризма
	Раптанова И.Н., Чапалда К.Г.
	Саратов : Профобразование, 2020


Дополнительные источники (ДИ):

	№ п/п
	Наименование
	Автор
	Издательство, год издания

	ДИ 1
	Английский язык для индустрии туризма и гостеприимства
	Нейман С. Ю
	Омск : Омский государственный институт сервиса, Омский государственный технический университет, 2014

	ДИ 2
	English for Service and Tourism (Английский язык. Сервис и туризм)
	Нуреева Д. Н.
	Казань : Казанский национальный исследовательский технологический университет, 2014.

	ДИ 3
	Английский язык Туризм. Гостеприимство. Платежные средства. 


	Мошняга Е.В.
	М.: Советский спорт, 2010 

	ДИ 4
	Английский язык для ссузов 
	Агабекян И.П.
	М. : Проспект, 2016

	ДИ 5
	Повторяем времена английского глагола
	Клементьева Т.Б.
	М.: Изд.дом «Дрофа», 2016

	ДИ 6
	Английский язык. Грамматика. Сборник упражнений. 
	Голицынский Ю.Б.
	СПб. : КАРО, 2017


Интернет-ресурсы (И-Р):

	И-Р 1
	http://www.iprbookshop.ru/ 

	И-Р 2
	https://worldskills.ru/ 

	И-Р 3
	www.

HYPERLINK "http://www.profspo.ru/" \t "_blank"profspo.ruhttps://  /
 

	И-Р 4
	http:// znanium.com  

	И-Р 5
	http://prohotel.ru/ 

	И-Р 6
	Электронные плакаты по английскому языку



	И-Р 7
	Электронный словарь ABBYY Lingvo  




Ход занятия:

1. Организация начала урока.

Объявление темы урока и ввод в ситуацию. 
The theme of our lesson is «Front Office». We are going to study new words, read the text and translate it, make dialogues.
2. Введение нового лексического материала

Front Office Служба приема и размещения

Front Desk - стойка приема и размещения

Reservations Department - отдел бронирования

PBX – Private branch exchange - телефонная станция (АТС, коммутатор)

Business Center - бизнес центр

Front Office Manager - руководитель службы приема и размещения

Front Desk Manager - старший администратор

(начальник смены)

Duty Manager - дежурный менеджер

Night Manager - ночной менеджер

Public Relations Manager - менеджер по работе с гостями

a receptionist - сотрудник службы приема

a concierge - консьерж

a cashier - кассир службы

a night auditor - ночной аудитор
a bellman, bellboy, bellhop - подносчик багажа
a doorman - швейцар
a page - посыльный
PBX Supervisor - руководитель телефонной службы
a switchboard (telephone) operator - оператор АТС (телефонист)

3. Работа по тексту «Front Office»
а)
 Чтение и перевод текста.

FRONT OFFICE

The front office is the nerve centre of hotel operations. The bulk of work performed by the Front Office employees is directly related to customer service. Hotel personnel are there to serve guests. An important aspect of this is providing a good first impression of the establishment to guests.

The Front Office is traditionally referred to the Front of the House in which employees have extensive guest contact.

The Front Office is composed of Reception (Front Desk), Reservations, PABX, Business Center, Uniformed Service Group (doormen, porters, bellboys).

People involved in serving guests are:

Reception (Front Desk Clerk, Front Office Agent, Receptionist)

Reservations Clerk

Concierge

Bell (Porter)

Telephone Operator

The front desk is the term that designates the counter where the guests register, pick up their keys and mail, request information, deposit their valuables, and pay their bills. The front desk of the hotel is located in the lobby of the hotel.

The front desk employees must have an authoritative knowledge of the hotel and surrounding area, since they often have to answer a lot of guests‘queries about the general environment. Much of this happens over the phone: in most cases, calls placed to hotels are routed directly to front desk clerks.

The reception provides the first initial contact a guest has with the hotel.

After this contact, guests feel that the reception is the place to call or go when they have a question or problem.

The basic functions performed by the reception are the registration process and the assisting of guests with any requests they make. The reception‘s duties include the following:

Handling the guest check-in and check-out procedures

Answering the front desk phone with three rings or less

Issuing room keys

Informing and selling the guest on all hotel services and facilities

Being aware of all daily events in the hotel and local area

Handling guest mail and reservations when the reservations department is closed

Coordinating room status updates with housekeeping department

Ensuring completion of guest registration card

Coordinating maintenance work with the engineering and maintenance division

Maintaining guestroom key storage

Front desk personnel are also generally responsible for making and managing reservations. Most of the time, this happens with the help of booking software programs. Reservations agents need to understand how to work with these programs, and be able to sort out problems when mistakes like overbooking have occurred.

The reservations clerk is responsible for taking reservations and for providing future guests with information about the facilities of the hotel. Duties performed by reservations clerk include:

Giving friendly and courteous service to future guests while involved in telephone sales

Answering all reservation phone calls, taking reservations, and dealing with reservations correspondence

Dealing with group bookings such as cancellations, changes, and rooming lists

Front Desk employees may also be responsible for helping guests plan day trips, rent cars, or make restaurant reservations. Most major hotels have a dedicated concierge for this purpose, but even so, the hotel receptionist is often expected to play a supporting role. When the concierge is busy or unavailable, the desk clerk is usually the go-to person for anything a guest needs.

Typical guest requests handled by a concierge include:

Providing directions and information

Making airplane, theater, train tickets

Reservations for dining

Arranging for secretarial services

Handling mail and parcel services

Arranging sightseeing tours

Transportation arrangements

Limousine services

A bellhop is a person who helps hotel guests with their luggage, possibly porting these to the front desk or the hotel room. He or she may also call cabs, help a person check out from a hotel, or open doors for patrons of the hotel. This person may also be called a bell person, bellboy, a pageboy, doorman or doorperson or porter.

The hotel‘s switchboard (PABX= private automatic branch exchange) is also located near the front desk.

The Front Office as well as other hotels services is on duty 24 hours a day.

The front desk employees work in shift:

day shift (the morning and early afternoon, 7.00 - 15.00.);

evening shift (the late afternoon and evening, 15.00 – 23.00);

night shift (the late evening and early morning hours, 23.00 - 7.00).

The staff of the day and evening shifts are: a front desk manager, a room clerk (receptionist), a concierge, a cashier and a switchboard operator.

The Front Office cashier is in charge of:

Preparing and settling guests‘ accounts

Providing the safe deposit boxes

Providing a foreign currency exchange service

The staff of the night shift are: a manager on duty (night manager), a night auditor and a switchboard operator.

The night auditor is in charge of:

Checking and completion of guest and hotel accounts

Producing statistics and summaries of revenue

The duties of the telephone operator include:

Answering incoming calls

Directing calls to guestrooms through the switchboard / PABX system

Providing information on guest services

Processing guest wake-up calls

Answering inquiries about hotel facilities and events

All the Front Office staff should try to achieve 100% Hotel Occupancy (100% Guest Occupancy) and ensure the Average Daily Rate.
б)  Проверка понимания прочитанного. Выполните упражнение:

Complete the sentences with the information from the text.

1. The bulk of work performed by the Front Office employees is directly

related to __________.

2. The Front Office is traditionally referred to the Front of the House in

which ___________.

3. The Front Office is composed of ________.

4. The front desk is the term that designates the counter where the guests

_______.

5. The front desk employees must have an authoritative knowledge of the hotel and surrounding area, since they often have to _______.

6. The basic functions performed by the reception are _______.

7. In most cases, the front desk clerk is the first person that guests_______.

8. Most of the time, the desk clerk will manage a cash drawer, as well. He or she will not usually keep much money, but will often handle __________.

9. The hotel receptionist is in charge of collecting room payments and _________.

10. The reservations clerk is responsible for _________.

11. A bellhop is a person who helps hotel guests __________.

12. The Front Office as well as other hotels services is on duty ________.

13. The front desk employees work in _______.

14. The staff of the day and evening shifts are: _________.

15. The staff of the night shift are: __________.

4. Составление диалогов по образцу:
CHECKING IN
Receptionist: Good afternoon. May I help you?

Guest: Yes. I have a room booked. My name is O‘Neill.

Receptionist: Ah, yes, Ms O‘Neill. Yes, it‘s a single room with a sea view until Saturday, is that right?

Guest: Yes. How much does it cost?

Receptionist: Well, it‘s $95 a night but that does include buffet breakfast.

Guest: OK. I‘ll be paying by MasterCard.

Receptionist: Fine. Would you just fill out the registration form?

You‘ll be in room 301, which is on the third floor.

Here‘s your key and your key card.

Guest: Oh, thank you.

5.
Итоги урока и информация о домашнем задании
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