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Consulting masuliyyet dasiyir ve burada ifads olunan fikirler hec bir halda Avropa Ittifaginin resmi
movqgeyi kimi gqabul edils bilmaz.

“Qebals, Ismayilli ve Qax rayonlarinin kend tesarriifat1 ve turizm sahelerinde dual pesa tehsili ve

tolimi pilotlarin yaradilmas: (EDVET) layihesi“ Avropa Ittifaqi (EU) ve Almaniya Federal Iqtisadi

Omokdasliq ve Inkisaf Nazirliyinin (BMZ) maliyye desteyi ilo Almaniya Beynslxalq ©makdasliq

Comiyyetinin (GiZ) “Cenubi Qafqazda 6zal sektorun inkisafi ve pese tohsili ve tolimi regional
programi” (PSD TVET) terafinden hayata kecirilir.

Aciglama: Hazirki derginin mezmununa ve orada ifads olunmus fikirlers gore EU, BMZ ve GIZ
mosuliyyet dasimuir.

Qeyd 1: Bu kurikulumun hazirlanmasinda miivafiq pese standartindan istifads edilmisdir.
Qeyd 2: Dargids istifads olunan sokiller agiq menbaslarden gotiiriiliib.
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GiRis

“Turizmda Xarici Dilde linsiyyet “ modulu miiasir dovrds nazare ¢arpan daracads inkisaf etmis bir
saho olan turizmds telebalars ingilis dilini menimsatmeak maqsadils tortib edilmisdir.

Noye gore turizm?

Clinki artiq diinyanin har yerinds, elaca deo Azarbaycanda turizm iigiin kifayst qadar is yerlori
movcuddur.

Dil turist tesislerinde ve ya turistlerle anlasmagq iiciin cox vacibdir. Ingilis dili hazirda
beynalmilal dildir. Buna gore de turist miiassisalorinin aksariyyatinds iscilorin 6lkenin yerli dili
ilo yanasi, hem de diinyanin her yerinds insanlarin istifade etdikloari bir dile ¢evrilmis olan ingilis
dilinde do danigsmag1 isegotiirenlarin asas teleblarinden biridir.

Ingilis dili miixtslif 6lkelorden gelen qonaglar iiciin on asas {insiyyat vasitesidir. dgar har
hansi bir otelds ve ya bir turizm miisssisesinds ise baslayan isci ingilis dilinde xidmat gostermayi
bacarirsa, onda miistariler de hiss edacak ki, hamin is¢i hartarafli bacariglidir ve o isinin 6hdasinden
layigincae golacak .

Bu modul 6z karyeraniza baslamagq iiclin ehtiyaciniz olan dil bacariglarina (xidmet zamani
istifads olunan terminlar, lazimi melumat, fealiyatler, calismalar) yiyelonmak ticiin komaek olacaqdar.
Bu modulda turizm sektoru ticiin asas terminlar vardir ki, siz bu terminlari har moévzunun sonunda

yazilmis olan faaliyyetlor vasitasils (dialoglar, rollu oyunlar va s.) daha da yaxs1 6yrens bilacaksiniz.




“TURIZMD® XARICi DILD® UNSIYYST" MODULUNUN
SPESIFIKASIYASI

Modulun adi: Turizmds Xarici dilds tinsiyyat
Modulun kodu: 3
Saatlar vo kredit: 134

Modulun iimumi maqsadi: Qonaqparverlik, sayahat ve turizm senayelarinds ingilis dilinde
unsiyyete qurmagi bacarmagq.

Talim naticasi 1: Turizm vo madaniyyat haqqinda iimumi malumat vera bilir.
Qiymatloandirmas meyarlar:

1. Turizm ve turist anlayislarini tesvir edir.

2. Azarbaycanin tarixi, cografiyas: ve madaniyysti haqqinda danisir.

3. Miixtalif 6lkelarin dili ve madaniyyatini qisa olaraq bildiyini nlimayis etdirir.
4. Ixtisasa uygun terminlari ciimlslords istifads edir.

5. Qonagperverlik senayesindoki tendensiyalar: internet vasitesile arasdirir.

Talim naticasi 2: Yerlasdirma, gidalanma va naqliyyat sahasinda terminlari bilir va istifada
etmayi bacarir.

Qiymetlondirmas meyarlar:

1. Miistarilors yerlosdirmae miiassisasalorini izah edir.

2. Qidalanma mtiassisasalari ile bagli terminlardan istifads edarak dialoglarda istirak edir.
3. Miistarilars naqliyyat xidmati taklif edir.

4. 9ylanca ve tadbirlar hagqinda miistorileri mslumatlandirir.

Talim naticasi 3: Xidmat zamani miistarilarls iinsiyyat qurmag: bacarir.
Qiymeatlondirmas meyarlari

1. Qonaq gabul etmayi ve salamlagmagi dialoqglar vasitasile gostarir

2. Toklif ve sikayetlori tohlil edir.

3. Miixtalif situasiyalarda yaranan problemlarin halli yollarini tapir
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1.1.1. TURIZM VO TURIST ANLAYISLARINI TOSViR EDiR
BiZNES ANLAYISI

Vocabulary:

accomodation /o. kom.s. der.fon/ -n [ U ] yasayis yeri, siginacaq

benefit/'ben.1.fit/ - fayda

convenience/kon 'vi:.ni.ons/ - rahatliq

expenditure /1k’spen.do.tfo/ xorclor

facility/fo sil.o.ti/ - tosis, obyekt, miiassiso

improvement/im pru:v.mont/ - inkisaf

industry /'m.da.stri/- sonaye

restoration / res.to'rer. fon/ - barpa

revenue/'rev.o.nu:/ - golir

tour /tvor / - tur,soyahot etmok

tourism /'toorizom -/ -turizm (the business of providing things for people to do, places for them to stay etc
while they are on holiday)

tourist / tuorist—turist —(a person who travels for pleasure)

transportation/ treen.spo-'ter.fon/ - naqliyyat (the movement of people or goods from one place to another.)
travel /'travol / - soyahot etmok (Movement of a person from location to another of some distance for any of
several reasons)

trip /trip / - sayahat, soyahat etmok (a short visit for business and pleasure; v, [I] 1.to lose balance after a long

walking; 2.to visit)

Tourism is very important for the revenue of some countries. Economically, tourism can create jobs for local
people and bring money into the country. Tourism development usually starts with the constructions of hotels,

resorts and other places for tourists to stay. In addition, there may be restaurants, night clubs, and recreation
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facilities such as golf courses, tennis courts, swimming pools and marinas. Whenever possible, tourism
developers prefer to build on the coast, where the hotel will front on a beach and perhaps a coral reef, yet the
coast is the most fragile and vulnerable area on an island.

Building roads, airports and docks may be positive as well as negative. Such facilities benefit local
people as well as tourists, reducing the isolation of remote areas and increasing the convenience of travel within
the country and overseas.Tourism development can thus support useful expenditures that could not be justified
for the local people alone.

The social impacts of tourism may also be important. People can have jobs. Most jobs for local people
in the tourist industry are as servants, housemaids, waiters, gardeners and other menial work. There also appear
a lot of shops and small cafes where people can buy something unusual made by local people or have a snack.
These and other social effects may be among the most important long — term impacts of tourism development.
Improvements that help tourism, like better transportation,tree planting, restoration of historic sites,urban
beautification and cleaniness ,also improve the environment for the local population . Tourism development can
help to stimulate general community improvement.

Grammar: Present Perfect Tense Form

To make the positive present perfect tense, use:

. ‘have’/ ‘has’ + the past participle

. Make the past participle by adding ‘ed’ to regular verbs (for example, ‘play’ becomes ‘played’)

. There are a few verbs that change their spelling when you add ‘ed’ (for example, ‘study’ becomes
‘studied’)

. We also have some completely irregular verbs (Also, here’s some help if you are not sure how to

pronounce ‘-ed’ at the end of a verb).

Positive Positive Short Form
I have played I’ve played
you have worked you’ve worked
he has written he’s written
she has walked she’s walked
it has rained it’s rained
we have travelled we’ve travelled
they have studied they’ve studied
The negative is really simple too. Just put ‘not’ after “have’ or ‘has’:
Negative Negative Short Form
I have not eaten breakfast today I haven’t eaten
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you have not been to Asia you haven’t been
he has not seen the new film he hasn’t seen
she has not played tennis she hasn’t played
it has not snowed this winter it hasn’t snowed
we have not slept all night we haven’t slept
they have not tried the food they haven’t tried

To make a question, put ‘have’ or ‘has’ in front of the subject:
‘Yes / No’ Questions
have I missed the bus?
have you visited London?
has he worked as a waiter before?
has she met John?
has it been cold this week?
have we arrived too early?

have they studied English grammar before?

Hawe Yol been to Rome ? )
~a % ( Yes, ) hove. Mmg%
Haxe you ever t been toJ’n,pa.n—j
v Crio, T viever beem o sapan =7

1.2.1. AZORBAYCANIN TARiXi, COGRAFIYASI VO MODONIYYOTi HAQQINDA DANISIR
HISTORY AND CULTURE OF AZERBAIJAN

Vocabulary I:

ancient /'em.font/ - godim

be situated ('sitfoertid)-yerlogsmok

belief/br'li:f/ - inam

bound /bavnd/-sorhad ,bagli olmaq
contemporary/kon’tem.pa.rer.i/ - miiasir ,cagdas
culture \ 'kol-chor \ madoniyyat

declare /d1'kler/ -elan etmok
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entertainment /en.te-'tem.mant/ - aylonca ( shows, films, television, or other performances or activities
thatentertain people, or a performance of this type)
expedition/ ek.spo'dif.on/-ekspedisiya, sofor
exclave/ eks.klerv/ -muxtariyyat hiiququ olan yer
foreigner/ fo:r.o.na-/ - xarici insan,acnabi
hospitable/ha: spit.0.bal/ - qonagparver
independent/ m.d1 pen.dont/- miistoqil

official /o' fif.ol/ -rosmi

opportunity / a..pe-'tu:.na.ti/ - imkan, sans
owner/ ou-nar/ - sahib

population / pa:.pjo’ler.fon/ ohali

prove/pru:v/ - siibut etmok

religion /r1'lid3.on/ - din

reveal/r1 vi:l/ - ortaya ¢ixarmaq, askar etmok
service /'s3-.vis/ -xidmot

take care of / teik ker/ - qaygisina qalmaq
tradition /tro'dif.on/ -onono

value/'vael.ju:/ - doyer ,qiymat

Reading:History and the culture of Azerbaijan

Azerbaijan is situated in the Caucasus region of Eurasia and
is bounded by Caspian Sea to the east, Russia’s Daghestan
region to the north, Georgia to the north-west, Armenia and
Turkey to the south-west, and Iran to the south. The exclave

of Nakhchivan is bound by Armenia to the north and east,

Iran to the south and west, and has an 11 km long border with
Turkey in the north west. The Constitution of Azerbaijan does not declare an official religion. However, the
majority of the population are of Muslim background.

The history of ancient Azerbaijan is built on archeological, ethnographic, anthropological and written
historical resources. Archeological funds gave the excellent opportunity to study the history of material culture
of Azerbaijan, while ethnographic materials revealed in historical sources and expeditions inform about

traditions, culture, former forms of ruling, family relations, etc.

10
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The territory of Azerbaijan is rich with archeological monuments which prove it to be one of the regions of the
primitive men’s first settlement.

Azerbaijan was an independent nation from 1918 to 1920 but was then incorporated into the Soviet
Union. Azerbaijan declared sovereignty in1991 again. The early years of independence were overshadowed
by the Nagorno-Karabakh war with the ethnic Armenian majority of Nagorno-Karabakh backed by Armenia.
Armenians controlled up to 20 percent of Azerbaijani territory, including Nagorno-Karabakh itself.

From the time Azerbaijan gained its independence from the
Soviet Union and the petroleum boom in the country, the region
has been developing fast as a major tourist centre. Every city in
the country has got its own related testimonials and experiences,
which focus on the region’s ancient history. Also with time, new
construction projects along with improved technology are coming

together to provide a wonderful blend of contemporary services &

entertainment and classic Azerbaijani culture & history.
Azerbaijan culture is tightly bound with the history, religious beliefs, national traditions and values of the
country. Motherland of Azerbaijan people possessed rich musical and cultural heritage is famous as Land of
flames.

Azerbaijan was rich of architectural pieces one of branches of folk art along with works of fine art
since ancient times. Maiden tower and Shirvanshahs palace in Baku, Momina Xatun and Yusif ibn Kuseyr
mausoleums, created by architect Acami in Nakhichevan, Natavan’s home, pictures on walls of Shaki khan
palace and other patterns are rare pearls of architecture.

Our national music-mugham has been developing along with literature since ancient times. For
instance, mugam developed along with with Eastern poesy.

Azerbaijan people is very hospitable. These customs tell us much about the people who live in this land
and their potential. Alexandre Dumas wrote about Azerbaijani hospitality and also of the Caucasus peoples:
“If you knock on any door in Azerbaijan, or anywhere in the Caucasus, say that you’re a foreigner and have no
place to spend the night, the owner of the house will immediately give you his largest room. He and his family
will move to the small room. Moreover, during the week, two weeks, or the month that you stay in his house he
will take care of you and will not let you want for anything”.

Tourist Destinations in Azerbaijan
Vocabulary IT

Branch /braentf/ - saxo, budaq
consider /kon'sid.a-/ - hesab etmok

dedicate/ ded.o.keit/ - hoasr etmok

11
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destination/ des.to'ner.[on/ -hadof noqtasi, gedilocak yer

feature/'fi:.tfo/- xilisusiyyot

heritage /"her.1.tid3/ -miras ,irs

historical/hr'sto:r.1.kal/- tarixi (connected with studying or representing things from the past.)

monument /'ma:n.jo.mant/ - abids (a structure or building that is built to honour a special person or event)
residence /'rez.0.dons/ - yasayis yeri (officially staying or living somewhere)

shore /[o:1/- sahil ( the land along the edge of a sea, lake, or wide river)

suppose /sd pouz/ gliman etmok (to think that something is likely to be true.)

surround /so'rauvnd/- ohato etmak (to be everywhere around something)

tomb /tu:m/ - tiirbo ,mozar (a large stone structure or underground room where someone,especially an important
person, is buried)

tower /'tav.a”/ - qosr (a tall, narrow structure, often square or circular, that either formspart of a building or
stands alone)

include /i 'klu:d/ ibarat olmaq ,daxildir (to contain something as a part of something else, or to make something

part of something else.)

Reading: Tourist Destinations in Azerbaijan

Baku. The Palace of Shirvanshahs

The Palace of the Shirvanshahs, located in Baku, is a UNESCO
World Heritage Site built in the 15th century by the Shirvanshah
dynasty. This monument is the biggest piece of architecture under
the Shirvan-Absheron branch and includes the main building,
Diwan Khana, The Mausoleum, The Palace Mosque and The Palace

Bath-house. The construction of the palace was initiated under the

rule of Ibrahim I of Shirvan dynasty. The Palace is open to visitors

from 10:00 am to 5:00 pm.

Maiden Tower (Qiz Qalasi)

The Maiden Tower is one of the most dominant architectural pieces, due to
its design and the stories that surround it. Said to be built in the 12th century
originally on the shore of Caspian Sea (later due to land reclamation, the
tower is no more near the Caspian Sea), it was supposed to serve as a watch

tower. But the construction and architecture, points the needle to nearly 2,500

years back. It’s an important part of Azerbaijani history considering that it

features on the country’s currency notes and other documents.

12
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Icheri Sheher
Icheri Sheher or the Old Inner City is the oldest part of Baku and is surrounded by

 ICORD | i
I soHOR:

. ICHERI
. SHEHER
1

fortification walls dating back to the 9th century. The streets inside the historical
core of the city have been designed to block the strong winds coming from the

Caspian Sea.

Ganja, Nizami’s mausoleum (Tomb of Nizami)
Situated just outside the city of Ganja, the tomb was built in honour of
poet and writer Nizami Ganjavi. The monument was rebuilt in 1991 on the

existing old structure which dated back to the 1940’s. The mausoleum is 20m : S :
tall and the area surrounding it displays the poet’s books inscribed on metal. e TR

Shaki, Khansarai (The Palace of the Sheki Khans)

Khansarai or The Palace of the Sheki Khans has been the summer
residence of the famous Sheki Khans and its palace, gardens and walls
has been constructed by Khan Hussein. The palace offers a stunning

view of the surrounding mountains and you can also have a look at the

tea house, parks and museums nearby the palace.
Quba

Quba, is located on the Qudyal River. The fertile
region surrounding Quba is best known for its
production of apples and the city area of Quba is known for its fine carpets.Ancient
Guba contains at least 134 historical and archeological monuments. These include the
temple of Fire-worshippers near Khynalyg village, tombs of Aghbil village dating back
to the 16th century, the Mosques Sakinekhanum, Hadjy Djafar and Djuma of Guba
which dates back to the 19th century, and the Gumbezli bath house.

The district also has a bust of the state official A.A. Bakikhanov, the monument of great

poet Samed Vurghun and a statue of The Unknown Soldier, dedicated to the memory of
those killed in the Great Patriotic War.
Khachmaz, Albanian Mosque
Albanian Mosque is an Islamic religious place, built in the 4th century. A similar mosque can be found in

Qabala which today is a city in Sheki region, but served as the capital of Albania for past many centuries.

13



TOLIM NaTICcasSi 1

Gabala
Gabala is considered a popular tourist destination due to the combination of a very good spring climate,
mountainous landscape, and diverse fauna. There are many world class hotels and resorts, most part of the
Qafqaz chain. Natural climatic conditions of the region create opportunities for the development of both
summer and winter tourism in the region. The northern side of Gabala belongs to the southern slopes of the
Greater Caucasus mountain range, the central part to Alazan-Haftaran valley, the southern part to Ajinohur
upland. Furthermore, the highest mountain peak of the republic-Mount Bazarduzu (4466 meters) is situated
in this region. Another scenic highlight of Gabala is Yeddi Gozel Waterfall. The name means ‘seven beauties’
due to the seven stages of the falls but also reflecting a classic Nizami Ganjavi story. The waterfall, situated in
woodlands west of Vandam, is climbed by thousands of people each year - the lower levels being accessible by
stairways. Since 2009, city has been home of Gabala International Music Festival, which included performances
from classical and jazz performers

Ismailli, Lahij is one of the most ancient human settlements in Azerbaijan.
The Lahij District is located in the Ismayilli regionof the Republic of
Azerbaijan, on the southern slopes of the Greater Caucasus Mountain Range
at a height of 1211 meters above sea level.

During the Medieval Period, Lahij became an important centre of craftsmen in
Azerbaijan. Lahij master craftsmen could create forty types of items related to

Folk Art.These skilled craftsmen included jewelers, blacksmiths, carpenters,

carpet makers, engravers, painters, tanners, shoemakers and bast shoe makers,
sock weavers and others. Many valuable examples of the products of these

skills are exhibited in famous museums and collections.

1.3.1. MUXTOLIF OLKOLORIN DiLi VO MODONiYYOTIiNi QISA OLARAQ BiLDiYiNi NUMAYi$ ETDiRiR
CULTURE OF DIFFERENT COUNTRIES

Vocabulary:

Accompany/o'kam.po.ni/- miisayiot etmok
Approval/a'pru:.val/- boyonma

Appreciation/o pri..[ie1.fon/- qiymatlondirmak, doyarlondirmok
Applaud/s'pla:d/- alqislamaq ,alqis

Custom/ kas.tom/ - adot

Expect/ik 'spekt/- gdzlomok

Offend/s ' fend/- incitmak,tohqir etmak

14
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READING: Culture of different countries
Each culture have its customs and traditions which can be very different-even
shocking-from your own culture. In this article we are going to describe some
traditions and customs from various countries which may provide you with food
for thought!

In a country like GERMANY, you will see people knocking on their

table rather than clapping to applaud at the end of a master class or a really good
meeting.

Germans are quite organized people but there are times when the reality really doesn’t match the
expectation. Join a queue in a German supermarket and see what happens when a new checkout opens. They
rush to the new queue! If you are not fast enough maybe you can spend more time than expected waiting in line.

Do you like cheese? If so, when you stay with a French host family make sure to spare some space in
your stomach for the dessert. In FRANCE people tend to enjoy a cheese tasting plate accompanied by a good
red wine after meals. Oh! And remember: if you are drinking a red wine and want to change to white wine,
please don’t pour it in the same glass without cleaning it beforehand, if you don’t want to be the laughingstock
of the party.

In some ASIAN COUNTRIES such as China, Korea or Japan, a sign of approval and appreciation of
someone’s cooking is to slurp the soup loudly - what is considered rude in most western countries. However, in
JAPAN don’t blow your nose loudly! It is considered very rude. So if you need to clean your nose while you
are in the Land of the Rising Sun, do it in privately or turn your back to your companions before doing it. And
remember, do it quietly if you want to avoid offending anyone.

Dialogue: Where to travel?

Dialogue

Tourist: [ was wondering if you would be able to help me with vacation plans.

15
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Travel agent: Have you chosen your destination?

T: I don’t know where I want to go yet.

A: Do you enjoy warm weather, or are you looking forward to a cooler vacation?

T: A nice temperate climate would be best for me.

A: Why don't you take a look at these brochures that might help you make up your mind?
T: This place looks nice.

A: Have you thought about what you would like to spend on this vacation?

T: I just got a bonus and can spend about three thousand dollars total.

A: T'll be happy to help you make a reservation whenever you decide upon a destination.

1.4.1. iXTISASA UYGUN TERMINLORi CUMLOLORDO iSTiFADO EDIR
ITIS MY JOB

Vocabulary I:

Bookkeeping/ ' buk ki:.pi/- miihasibat ugotu
internship/'m.t3-n.[ip/ - tacriiba ( a company ororganization in order to get experience of a particular type of
work.)

knowledge/ na:.lid3/-bilik (understanding of or information about a subject that you get by experience or
study, either known by one person or by people generally)

offer/ a:.fo/- taklif etmak (to ask someone if they would like to have something or if they would like you to
do something)

position/pa'zif.on/- yerlosmo mokani, mévqeyi (the place where something or someone is, often in relation to
other things)

skill/skil/- bacariq (an ability to do an activity or job well, especially because you have practised it)

success /sok ‘ses/-ugur ( the achieving of the results wanted or hoped for)
tremendously/trr' men.das.li/- méhtosom, haddindon ¢ox.

READING: My Job

I'm Khayal Mammadov, currently I am working as Front Office Manager at
Intercontinental Hotels Group Holiday Inn Baku hotel. I have a Bachelor of
Tourism and Leisure Management and Tourism and Social Cultural Service
degree and I am a Master of Tourism and Cultural Services. I have worked

hard to develop my professional skills in the area of tourism, hotel management

and operation. [ started my career at the Landmark hotel Baku as a night

16
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auditor, was in charge of various bookkeeping and front desk duties. I spent wonderful time and gained lot of
knowledge. However my life was tremendously changed when I applied for internship and have been selected
to spend it in Israel. It was my first international experience in the hotel field, particularly in Food & Beverage
department. Moving forward I returned to Azerbaijan and applied for one the biggest at that time international
chains Hilton Hotels and Resorts. [ have held a position of Guest Service Agent at the Hilton Baku I have
developed exceptional skills in operation within Hilton Hotels and Resorts standards and have received strong
administrative and organizational experience. I have demonstrated ability to work in a team with leaders across
department units and lines of departments. In addition, I have taken a part in benefits of Hilton Baku to be the
best hotel in Azerbaijan, and feel the word with the light and warm of hospitality. As a result [ was able to grow
for position of Assistant to Front Desk Manager. Then, | was offered to change the hotel chain and accepted
and now | am managing a team within Intercontinental Hotels Group and driving hotel for success in a very
competitive market of Azerbaijan.

The key to my success was a hard work and non-stop questioning. The majority of my knowledge I
get from hours of self-development and sleepless nights. I strongly believe that knowledge is a power! I also
believe that you should love what you do, because periodically each of us facing with jolts and only believe in

your success based on knowledge, experience and love will force you to progress.

Grammar:Past Perfect Tense Form
The PAST PERFECT TENSE indicates that an action was completed

" cuaaLy,
(finished or “perfected”) at some point in the past before something AT HAPPESED

To THE CAT 2

else happened. This tense is formed with the past tense form of “to
have” (HAD) plus the past participle of the verb (which can be either

regular or irregular in form):

I had walked two miles by lunchtime.

I had run three other marathons before entering the Boston Marathon.
NOTE:

The most common mistake with the past perfect is to overuse it or to use it simply because we are talking about
a time in the distant past.

For example we would not say

The Romans had spoken Latin

but rather

The Romans spoke Latin

Because it simply describes a past event, and not an event before and relevant to another past event.
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Vocabulary II:

average/ @v.o~.1d3/- ortalama, orta

awesome/ a:.som/-mohtogom (extremely good)

challenge/'t/l.ind3/ -meydan, ¢agiris (difficult job)

confident/'ka:n.fa.dont/ rahat (having confidence)

congratulation/kon graetf.s'ler. [on/- tobrik, tobrik etmak (something that you say when you want to congratulate
someone)

duty/’ du:.ti/-vozifa, 6hdslik (responsibility)

forever/fo: rev.a-/- abadi (for all time)

reasonable/ 'ri:.zon.a.bal/- magbul (acceptable)

salary /'s@l.o-1/- maas ,omok haqqi (a fixed amount of money agreed every __ .. X\ ‘

year as pay for anemployee, usually paid directly into his or her bank account

fy,

4

every month)

—

READING: How to Fill a CV form =
Lots of our students study English to improve their job prospects, and when "‘:,.: B
you’re applying for a job it is highly likely that you will need to submit a CV. %' ‘

Personal Statement

Employers need to have a reason to continue reading the rest of your CV because it is their job to attract and
retain the best employees for their businesses. They have little or no interest in what you want out of your
career. They want to know what you will do for them, how will you benefit their business? But most CVs fall
into the trap of being too self-orientated.

Employment History

Employers spend more time looking at this section than any other part of your CV. This section needs to answer
the following: Why should they hire you rather than another candidate? How can you provide added value to
the company? What is unique about you? How can you fulfil their needs?

Education

Job hunting is a buyers and sellers marketplace. You are the seller and employers are the buyers. To make
yourself more attractive than your competition, you need to use all the tools in your armoury.

Skills

Make it easy for employers to spot your talents and be clear about what you are offering. Employers refer to
this section to determine what they will get in return on their investment in you.Therefore, you need to sell
yourself and demonstrate your skills and achievements. Show how you are going to be a positive addition to

their workforce.
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So you’re looking for a job.Searching for jobs is already stressful.lt’s even more nerve-wracking (stressful)
when they finally call you up for an interview.And once you’ve got the job interview, congratulations...... but

now you’ve got something else to worry about.

READING: Interview for a job

The job interview is English!

Time to panic!

How do I answer this?

What are they going to ask?

What do I say to really impress them and make them choose me?

OK, actually, it’s time to calm down and relax.

Don’t worry.

Almost everybody who ever goes for a job interview is a little bit afraid... after all, this opportunity
could really change your life, forever!Here are some questions that they will likely ask, along with answers to

help you rock (do well on) your interview.Instead of saying “goodbye” to your dream job, you can say “hello.”

1. Tell me about yourself
After greeting, shaking hands and introducing yourself, the next thing that interviewers are probably going to
ask you to do is to talk about yourself.

Now, this might seem easy for you — you’ve practiced it in your English class so much, but they
don’t want to hear every single detail. Avoid saying something like: I was born in Beijing. I love playing the
computer and surfing the net. or I have two sisters. They don’t want to know everything about you. They want
to know about you and your career growth; they want to know about you related to the job you’re applying for.
For example:

I’ve been working as a junior chef at a small Italian restaurant for 2 years and my
duties included assisting the head chef and preparing salads. I have always been interested
in food and cooking which was why I chose to follow this career path. I studied at *##****

college, where I gained my first level cooking diploma.

2. Why did you leave your last job?
If you’re applying for your first job, this question is not for you.
If you chose to leave your old job, avoid saying anything negative about your old workplace or boss

. You can say the following: I’'m looking for new challenges.
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. I feel I wasn’t able to show my talents.
. I’m looking for a job that suits my qualifications.
. I’'m looking for a job where I can grow with the company.

3. What kind of salary do you expect?

Here, they are asking you about how much money
you would expect to earn from the job. Be reasonable.
Make sure you do your research on the internet about
what the average salary is. Do not say I don’t know,
it makes you sound unsure. Be confident and name
your price without selling yourself too short (going for

less) or going too high. The truth of the matter is, they

already have a salary in mind, but this is their way of
checking if you know the industry and if you’re aware of your own skills.
Job interviews don’t have to be scary. Remember first impressions count, think before you speak, and show

your great English skills and give awesome answers to win that job. GOOD LUCK!

1.5.1. QONAQPORVORLIK SONAYESINDOKi TENDENSIYALARI INTERNET VASiTOSiLO ARASDIRIR
TRENDS IN HOSPITALITY

Vocabulary:

Amenity/o'men.o.ti/- rahatliq (something, such as a swimming pool or shopping centre, that is intended to
makelife more pleasant or comfortable for the people in a town, hotel, or other place)

Correspond/ ko:r.o'spa:nd/- uygun olmaq (to match or be similar or equal)

enhance /i hans/- artirmaq (to improve the quality, amount, or strength of something)
Millennial/mi'len.i.al/- minillik (relating to a millennium or to the year 2000)

Pare /pe or/- kosmok,soymagq (to cut away the outer layer from something, especially a fruit or a vegetable)

Savvy/'sav.i/- anlayis (practical knowledge and ability)

READING: Trends in Hospitality
Once long ago, hotels, motels and other hospitality businesses occupied a fairly simple space in people’s
lives — they were a place for guests to lay their heads away from home. But anyone who’s spent time in the

hospitality industry in the last several years knows that the role of technology in hospitality businesses has
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drastically expanded.
So we’re here to share the top communication technology trends in hospitality today. Check them out. Think
about which ones make sense for your business. And if you see an opportunity, you can get out in front and

begin planning accordingly. After all, in hospitality, every advantage counts.

Here are S trends of tourism:

1. Gone are the days of needing to call the front desk or concierge for requests. Today’s hotel guests can text
hotel staff members on corresponding smartphone apps.

2. Rooms will be more tech-savvy. Keep a look out for high-tech amenities that go beyond in-room iPads and
Wi-Fi access. Smart rooms are the next big thing.

3. Millennials will continue to influence hotel design. Pared down rooms and enhanced common spaces will be
the norm. Rooms, on the other hand, are getting smaller thanks to both the desires of younger travelers as well
as rising real estate costs

4. Resort fees aren’t just for resorts anymore.Resort fees, or those small, often unexpected charges on your hotel
bill that may include amenities such as in-room Wi-Fi access and on-site parking, are no longer just for resorts.

5. Excellent, Happy Staftf Will Be the Key to Success

1.6. TOLOBOLOR UCUN FOALIYYOTLOR ‘.I’

=

. Ask students to read the text and to note the words which they don’t know the meaning.Then the

. Divide the students into 4 groups and then ask them to write words related to tourism

industry as much as they can.

students must find these words definition and use them in the sentences.
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. Give the students 5 min for reading the text. Ask them to take notes on their copybooks about the
benefits of tourism industry.

. Prepare a role play. Choose a student as a journalist and | =

ask him or her to prepare questions to the tourists in a city centre.
Other students as tourists from different countries must answer the | &
questions. F.e: Can I ask you some questions, please? What is your '
name? Where are you from? ...and etc.

. Divide the students into 2 groups. Ask each group to write
Squestions about tourism. Then I change the papers. Each of the groups must answer the questions. At last we
read and choose the winner group.

. Get divided the students into two groups. Tell them to write what they have learnt using new words.

F.e: I’ve learnt that...

. Find information about tourism in Azerbaijan. Make a presentation of it.
. Choose questions or write 5 of your own survey questions below. Then talk to 5 students & write their
responses.

1. Do you want to preserve deer? Why?
2. What makes you angry when you go to a temple?
3. What is your favorite tourism destination?

a) the beach b) the mountains c) another country d) other
4. Are you polite to the sellers when souvenirs are very expensive?
5. Have you ever been on a horseride? Where?

Write a short report after you have talked to five people. For example:
Most students want to preserve deer because they think they are unique.
Some students said they are angry at a temple when it is too crowded.

A few students said their favorite destination is...........

One student Said .........evveeveeeeeeiiiiiiieeeeeeeeeeenenn. etc........

Learn the meaning and pronounciation form of the vocabulary words

. Students must find 10 words from the texts and learn them using them in the sentences.

. Get divided into 3 groups.History ,Geography and Culture of Azerbaijan.They must read the texts.
Then a leader of each group must present their groupwork. The best presentation of these groups will be the
winner.

. Write the names of 10 places of interest or sightseeings of Azerbaijan.
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Geographical Historical Cultural

= B B S R I e

-
&

. Each group must prepare 5 questions about their groupwork. Then they will change the papers and

answer the questions.

. Which other natural and cultural attractions of Azerbaijan would you present to foreign visitors?

. Imagine a tourist comes and asks you which region of Azerbaijan is good in winter? In summer?

. Why do you think people visit Azerbaijan?

. Read the text attentively. Find 5 synonyms of the words in the texts.

. The students must choose a word that they would like to adopt and do some research on it using the

template above.

Word Meaning Part of Speech Example of Usage

Each student then gives a short presentation on his or her adopted word until all the class has had
a chance.The below. Be quick though, you get 12 seconds to choose an answer. If you run out of time, you

automatically get that question wrong.

. In pairs or small groups, think or as many different reasons why people travel, and write down a reason
in a table.
. Use your pen to rotate the location view. When you think you know the answer, click one of the 3 options

below. Be quick though, you get 12 seconds to choose an answer. If you run out of time, you automatically get
that question wrong.

. Put the names of these cities up on the board and ask students to get into small groups and share any
information they know about the cities. If you have images of the cities you could also hand these out or show

images using a projector
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Madrid London Amsterdam

. Imagine that they are going to live and work in one of those cities for a year.

Dublin Toronto
Tell the students to work in groups and think about things they would like to know
about each city before they decide which one to go to.

. Now each student choose one city each to research and they must find out

as much about it as they can. If you have access to computers or other information

resources in your school, then they could do this in class time. If not, set this task for homework.

. Ask students to get into pairs to write a dialogue on the city where they want to travel. When student
A is speaking, student B should write down what they are saying and vice versa. When they have finished the
conversation, they should check what each other has written and put the two sides of the conversation together.
You could then ask students to perform their dialogues again to the rest of the class, or to swap with other pairs.
. Ask students to write down what they have learned from the Readings, what was the most interesting
part.Then speak about it in front of the class.

Now let’s compare the countries. Which country is better for travelling and why?

Your Guess:

#1

CONVERSATION CORNER — WHERE IN THE WORLD?

#2

Where in the world could this be? You
have two guesses.

Where could you stay if you visited this
place? Think of several options.

Why do you think so?
What can you see in the picture?

What kind of animals could possibly live
in this environment?

Describe it as detailed as you can.
Explain why.

What dangers could you encounter when
going there?

How many seasons are there in this
place?
Name them and say when they are.

Would you like to visit this place?
Explain why (or why not)

What kind of temperatures and weather
could you expect here?

Name ten countries where you could find
similar landscapes.

What kind of clothes would you nee d
when you visit this place? List them per
season.

Tell the class where you plan to go for
you next vacation and what you can do
there.

What kind of activities or sports could
you do here? Lit them per season.

Are there similar places near where you
live?
Where are they? Have you been there?

How could you get there and how would
you get around once you are there?

How do you think local people make a
living?

How could you get up the mountains?
Think of various possibilities.

What could threaten this

perfect place?

seemingly
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. Read the vocabulary.find the opposites of the words in Azeri.
. Give each student a CV form of any hotel. Ask them to fill the paper
. Tell the students to find abrrevations below:

F.e: v-vacant

WTO, TA, FO, O, F&B, SGL (room), DBL (room), B&B, American Breakfast.

Ask the students to find more abbrevations for their professions

. Read about Khayal Mammadov. Then write about the successful career of either your family member
or one of your relatives or somebody who you are fond of

. Find information about Thomas Medl, Gordon Ramsey. Who are they?

. Ask students to choose a job out of the words and give reasons why they have chosen this job.
TRAVEL AGENT

HOTEL MANAGER
HOTEL CHEF

EVENT ORGANIZER
HOTEL CONSIERGE
HOTEL ADMINISTRATOR
CONSIERGE

. Write verbs such as to work, to help, to look for, change, to relax....Split the class into two teams. Bring

one student from each team to the front of the class and one of them choose an action from the bag. Have both
students mime the action to their team.The first team to shout the correct answer wins a point. Repeat this until

all students have mimed at least one action.

. Students must find the names of necessary documents for them during appling for a job and also after
they find a job.
. What labor rights do you know? Student must share their information about labor rights .At the same

time one of the students must write the sayings on the board.

. Ask students to write down new words which they have learned in this paragraph.
. Where do you want to be in 5 years? What are your professional and personal goals?
. Describe your job. Choose the phrases you like from the list below to describe it.

Job Function

I'am a ? / My profession is ? / My job is ? / I deal with ? / My duties involve ? / I am responsible for ? / I work
closely with ?

Work Environment

I typically / usually work ? / My working hours are ? / I usually work from ? to / I sometimes have to do
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overtime?

Education and Experience

To be in my job / to be a ? you have to graduate from ? / To perform my job, it’s good to have education / For
my job you need ?.

Experience is no needed for this job / You need 3 years of experience / Minimum 2 years of experience are
required for my job / You must have at least 1 year of experience in ?

Job Outlook

Employment perspectives for my job are ?

Skills

The desirable skills for my job are ? / Job related skills are ? / This role requires ? / A suitable person for my job
must be ? / A perfect candidate for my job must be able to...

. Pair work.Students must read the vocabulary and the text.Then they must ask each other the meaning
of'a words.the one who doesn’t know or mistakes is the loser one.Continue till a winner stays.

. Ask students to find more trends.After it they must write them on the board.

. Get divided into 2 big groups.the first group must write the features of old fashioned hotels in 90s.The
second group must write about modern hotels with smart rooms.Then the groups must find the trends which can
be applied in this hotels.

. Read the text. Then create your own story.

Tell Your Story, Attract More Customers

Storytelling can help businesses of all types attract more
customers, but hotels have a definite advantage. From
celebrating weddings, to closing business deals, to enjoying
a much deserved vacation, guests are experiencing your
hotel and creating their stories day in and day out. Smart
hotel marketers leverage these stories to engage and attract

new guests.

. Read about the resorts in the text. Then write the similarities and differences between hotels and resorts

on the board.
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1.7. QiYMOTLONDiRM9

Asagidaki qiymatlondirmo meyarina asason qiymatlondiracoksiniz:

“Turizm va turist anlayislarini tasvir edir.”

. Write sentences in Present Perfect Tense Form as much as you can during 10 minutes
. Do you enjoy having tourists in your community? Write an article about it
. Answer the following questions :

. How important is tourism in your country?

. Do you prefer tourism package tours or do you prefer to plan your own vacations? Why?

1

2

3. Is it better to go to popular tourist destinations or lesser known tourist destinations? Why?

4. Should a government try to improve domestic tourism or try to attract international tourists instead? Why?
5

. What’s the best way to travel when you visit a country? Train, car, bicycle, bus, some other way? Why?

Use these words in the following sentences: restoration, improvement, industry, transportation,

benefit
1. The government is trying to attract to the area .
2. Billy’s work at school has shown signs of this year.

3. Elise has worked on a number of 19th-century building restorations.
4. The discovery of oil brought many to the town.

5. The Government does little to solve the state’s problems.

J Choose match the interview questions with the answers about a
collage tourist Nanami from Japan.

1. How did you live like a local in you study abroad city?

2. How has studying abroad impacted your personal growth?

3. So why Malta? I was always curious in finding out why you decided to

study abroad in Malta. Usually students choose the “popular” study abroad

destinations like the UK, France, Italy or Australia
4. What are some tips you can give students living abroad for the first time or some words of advice?

a) One of my reasons for studying abroad was to learn English. I wanted to live in a place where there weren’t
many Japanese people like myself because [ wanted to be forced to speak English at all times. When your trying

to learn a new language it is important to practice as much as possible even if it’s difficult at first. I also loved

27



TOLIM NOTICasSi 1

the idea of living in place as uniquely beautiful as Malta.

b) I spent a year living in Malta going to an international school so that gave me a lot of time to explore and
learn more about the country. [ was the only Japanese girl in my school

¢) You learn a lot while living abroad. I advise that you learn more about your own country from before
traveling. Many times people you meet while traveling will want to learn more about your culture/country.
So it’s good to know a thing or two about your country so that you can share your culture with other people.
Secondly, never have expectations. Always travel with an open mind. There are many different ways that
people live and think. Sometimes it will be very different from what you are used to, but that’s the beauty of
traveling. And always try to make local or international friends.

d) Studying abroad in Malta was eye-opening experience for me. [ admit that sometimes it was difficult to adapt
to life in Malta because my Japanese culture was so different from European culture.

Sticking to friends from your own country is comforting but having international friends is one of the best parts

of traveling (then you can visit them in their country later!)

. Look at the words below and divide them into positive, negative and neutral. Give examples and
discuss your reasons.

Polite, tourist attraction, village, argue, agree, embrassing, angry, polite, lucky, tradition, disadvantages

Fill the blanket with a verb in Past Participle.
. Who have you ?

. What have you ?

. Why have you ?

. When have you ?

. Where have you ?

. How have you ?

N N D B W N =

. How much money have you ?

Answer the questions:
. Which countries have you visited as a tourist? Which countries would you like to visit? Why?

. What famous attractions have you seen?

W N =

. Which was your favourite?and why?

. Acsess your progress in this unit Tick v the statement which are true.
I can understand articles the tourism industry. i

I can understand why tourism is so important. m

I can describe the positive and negative impacts of tourism. i

I can speak about the types of tourism. o
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“Azarbaycanin tarixi, cografiyasi vo madoniyyeti haqqinda danisir.”

. Write the names of the places in the pictures:

- T O ™" o gaw >

1. Have you ever been to any of these places?
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2. Where did you go?
3. What did you do?
4. Which city would you like to take a tour in? Why?

. Choose the correct word in the sentences.

Services, hospitable, shore, historical, tower, culture

1. There is a ten percent charge included in the bill.

2. We could hear waves crashing against the

3. He studied the of Azerbaijan.

4. The library has an important collection of documents.

5. From the top of the , the outlook over the city was breathtaking.

6. With the development of comfortable and hotels and entertainment that could be very largely
increased.

. Write the answers to the following questions?

1. Are you planning on going anywhere for your next vacation?
If so, where?
Who with?
How long will you stay?
2. Are you afraid of going abroad alone?
3. Could you live in another country for the rest of your life?
4. Describe the most interesting person you met on one of your travels.
5. What was your best trip?
6. What was your worst trip?
7. Did your class in high school go on a trip together?
If so, where did you go?
How long did you stay?
How did you get there?

. Discuss these statements with a partner.Write T(true) or F(false).
1. One in fifty of all workers are employed in tourism related industries.

2. The number of international tourism arrivals will more than double till 2020
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3.Tourists often worry about international security.

4.Tourism has only had a good influence on the modern world.

. Which of the pieces of information in this list is not in the dictionary?

F.e. The word —tourism

Its translation in your language

The phonetic describtion - /'tor.1.zom/

The part of speech-noun

Use in an example sentences —Tourism is the world’s biggest industry and employs milleons of people
throughout the world

Related words-tourist

. Which of the following activities can you do in which place?
Rent a bicycle, spend some time on the beach, go hiking,visit the city floating markets, visit some of the many
temples, go horse riding, visit the capital city, go fishing, play golf, have a view of a waterfall, visit historical

monuments, museums, visit Mosques, see forests, fields.

. Insert a/an or the to complete the sentences.

My friend lives in ...... small village in Mingachevir.

This weekend I am going to write ...letter to a friend of mine.
Yesterday was ... hottest day of the year.

Where is ... nearest restaurant?

Is there ... restaurant near here?

What is ... highest mountain in the world?

N kW=

At my school, children like to play football.

“Miixtoalif 61kalorin dili vo madaniyyatini qisa olaraq bildiyini niimayis etdirir.”

. Fill in each blank with the correct word. If both words can be used, choose the one that sounds more
natural in each situation:

1. TOKYO is an (ultra/very)-modern metropolis.

2. DUBAIl is a (comparative/relatively) new travel destination, but it has many excellent amenities.

31



TOLIM NOTICasSi 1

3. One of PRAGUE’s most beautiful landmarks, the Hradcany, (sits/located) atop a hill overlooking
the city.

4. LONDON has a very good (people/public) transportation system.

5. The beaches of RIO DE JANEIRO are world- . (known/famous).

6. The winters in BARCELONA are very . (mild/medium).

7. BANGKOK'’s climate is tropical, so you won’t need to bringyour (winter/cold) clothes.

8. NEW YORK CITY’s (skyline/sky) is amazing. (=incredible, breathtaking, etc.

9. Despite having lots of (ancient/archaic) architecture, ROME is one of Europe’s most fashionable
cities.

10. BORA BORA is not for travelers on a (budget/budge). ( = travelers looking to save money)

. Choose the correct word: good or well

1. Max is a singer.

2. She sings the song

3. The steak smells

4. I admire her. She is writer.

5. Her English is very .

Answer the questions:
. What are some things that define a culture? For example, music, language
. What do you think is interesting about your culture?
. If you could change one thing about your culture, what would it be?
. Why do you think culture is important?
. What do you think is important when visiting another country?
. Are there people of different cultures in your country? Are you friends with any of them?

. What other cultures have you met people from?

00 N N L Bk W N

. Would you ever consider marrying or dating someone from another culture?

. Work in pairs. Find the odd one out in each group of words and expressions. Explain the reason
for your choice.

1. punish, discipline, nag, spoil

2. educate, bring up, look after, raise

3. encourage, shame, praise, reward

4. bread, cheese, rice, pasta

5. sit back, shake hands, wave, point
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6. interrupt, stare, smile, chew gum

7. well-behaved, offensive, polite, courteous

. Look at the dictionary transcriptions of the following cities and countries
Spain, Egypt, Cairo, London, Mexico, Japan, Italy

Write other country or city names that you are interested in.

Complete the sentences using words below.
Earn, Spend, Receive
1. If you more than you , you’ll getinto debt.But if you more than you

, yOou can save.

2. The IT manager is one of the highest in the company.His total are twice what
L.
3. When you are on a business trip you can claim things like travel and hotel costs as .But you

must remember to get a
4. The travel agency didn’t make a profit last year because the was greater than the

from customers.

. Delete the incorrect word and write the correct word.

My brother has gone to study ............. (Chinese, China) in .............. (Chinese, China)
My motorcycle was made in ............ (Japan, Japanese).

The instructions have been written in ............... (France, Frence).

Most of the visitors in our hotel come from ............ (American, America).

A e

We have a new guest staying in the hotel. She is travelling on a........ (European /Europe) passport but

she has a strong ............... (American / America) accent.

“Ixtisasa uygun terminlari ciimlalords istifado edir.”

. Find six pairs of opposite adjectives.
Calm friendly flexible extrovert Nervous
Lazy smart shy Disorganizedcreative confident
hardworking Scruffy practical Organized
unfriendly
. What is your working style? Look at the questionnaire and tick (v') the qualities and skills which

describe you.

33



TOLIM NOTICasSi 1

QUESTIONNAIRE

I am

Smart o extrovert i hardworking mi

Flexible m organized i practical m

Creative m creative o confident m

. Tick v the sentence if it is true.If it is not true then put X in front of i

SKILLS

1. I enjoy meeting new people |

2. I enjoy working as part of a team. i

3. I like working independently o

4, I am good at explaining things. |

5. I am good at dealing with people. i

6. I can make people relax. |

7. I am able to do more than one thing at the same time. O

8. I like working under pressure. i

9. I know how to use computers and technology. |

10. I feel confident about dealing with money i

11. I am willing to work long hours. ]

12. [ am good at languages. i

. So you want to work in tourism?

What do you have to do? What do you need to know?

In most tourism jobs you have to enjoy 1 with people — not just the customers but your colleagues as
well. You have to be able to 2 as part of a team. You have to know how to 3,
even if you're having a bad day. It's also important to be able to 4 clearly on the phone. In many
jobs you need to be at 5 people with diferent languages and cultures, and you need to be confident

about 6 the languages that you know. Sometimes, especially if you work in an office, you have to know how
to 7 computers. It's also important to be flexible, and you often have to be willing to

8 long or unusual hours. But most of all you have to like 9 with people.
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. Complete these sentences with the correct form of the verb in brackets.
1. I usually (finish) at five, but today I (work) until eight.
2. We (nothave) many guests outside the summer season, butabig conference

(take place) this weekend, so we're very busy.

3. Some of the rooms (not have) private bathrooms. Which room (stay) in,
madam?
4. I (wait) for a call from the manager. She (want) me to show some
important clients our deluxe suites. They (think) of holding a business meeting there.
5. I (work) with computers a lot. Infact, 1 (do) a special training course at the
moment. [ (go) to college every Tuesday evening.
. Match the words with their dictionary definitions.

1. Encounter 3. Hospitality

2. Experience 4. Welcome

a) Friendly and generous behaviour towards guests
b) A meeting, especially one that is sudden and unexpected
¢) A greeting that is given to some body when they arrive, especially a friendly one.

d) Something that has happened to you, often unusual or exciting.

. Look at these hote staff titles Say if the people would work in.
1. The front office

2. Housekeeping

3. Food and beverages

Kitchen assistant
Chambermaid
Concierge

Front office manager
Head chef

Head waiter
Housekeeper

Porter

Receptionist
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“Qonagpoarvarlik sonayesindoki tendensiyalari internet vasitosilo arasdirir.”
. Write the ways of raising incomes of a hotel.

o Choose the correct variant.

1.Which sentence is correct?
a) [ would advise you to choose this company.
b) I would advize you to choose this company.

¢) I would advice you to choose this company.

2.Which phrase would you use to give someone advice in a polite way:
a) You could perhaps think about stop smoking.
b) You should stop smoking

¢) You have to stop smoking.

3.Which sentence is correct?

a) The pilot apologized passengers on the delay.

b) The pilot apologized for passengers about the delay
c) The pilot apologized to passengers for the delay.

4.Which sentence is correct?

a) Please accept a lot of apologies.
b) Please accept my big apology.
c) Please accept my deepest apology.

Write an email using the following sentences in the correct order.

1. I look forward to meeting you next week.

2. Our office is located close to the station. The best thing to do is catch a taxi.

3. I am writing to confirm your visit to us next month.

4. Best wishes, John.

5. When you arrive, please ask for me at reception and I will come and meet you.
6. Dear Peter,

7. If you need to contact me, my mobile number is 123 4546.
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Complete the sentences with one of these prepositions: by, from, in, of, to.

1. Guest numbers have increased ...........ccceeueen.ee. 3%, from 100 per month to 103 per month.

2. There was an inCrease ........c..cc..ccuene.. 3% in the number of guests.

3. There was a 3% INCrease ..........c..ccveeuveenne the number of guests.

4. The number of guests last year increased ............cceecuene. 5000 ., 7500. That is an increase
......................... 200guests.

5. The price of a room has gone up ........cccceeeveennee. $110 a room .....ccveevveerrnnnne. $120 a room. That is an
INCTEASE ...ovvevvverenierane $10 a room.

6. The price of a room has increased ............cccuveeneee. $10 a room.

7. The price of a room has gone up .........ccccceeeueeneen. $120 a room.

Insert the correct tense

Our guest house........ccccceuevuennne. (open) in October last year. We........ccocevverennene (call) it “Visitors’ Rest’.
| A (be) very near the shopping centre and only a five minute walk from the beach. During the
first month we.........ccccoeeeenneee. (have) fifteen guests. The following month ten businessmen from China and
eight Australian tourists.............coeeveeeneens (come) to stay. The Christmas period.............ccecvennen. (be) good for
business. In both December and January the guest house.............ccccceee.. (be) full to capacity with twenty eight
guests each month. Unfortunately February............cccccoeene. (not, be) as good, as guest nNUMDbETS .........ccceeveneennee
(drop) by ten. However March..............ccocn.... (be) much better; We .......cccveevveerenenns (have) three more guests
than in February. April and May............cccceene.. (be) both quiet months for visitors; in each of those months we
.......................... (have) half our maximum number of guests, mainly from Europe. In June we.............cccoecuu...
(be) only a quarter full but in July there ...........cccceeeee. (be) a conference in Dili, and so guest numbers
.......................... (shoot up) by fourteen to twenty one. In August we.......................... (have) nine fewer guests
than July and in September we .........c.cccvvevenennns (be) full again with UN officials. That.......................... (be) a
summary of the past twelve months. Our average number of guests..............c.cue...... (be) fifteen, so, overall last

VEAT 1evevveereeereeeieenns (be) a good year.

2.1.1. MUSTORILORO YERLOSDIRMO MU9SSiSOSOLORINI iZAH EDIiR
ACCOMODATION

Vocabulary I:
Amenities /o' men.a.tis/ -Ustiinliiklor (useful, desirable or attractive features or facilities of a place or a building)
Budget /'bad3.1t/ - biidco (the total amount of money available or needed for something)

Conference /'ka:n.fo-.ons/ - konfrns (a formal meeting of people to discuss shared interests - often takes place
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over a number of days)

Facilities /fo’s1l.a.ti/ - tosis ,qurum, miiassisa (places or pieces of equipment provided for a specific purpose)
Honeymoon /" han.i.mu:n/ - balay1 (A holiday newly married couples go on together, usually immediately after
the wedding)

Vacate/vo'kert/ - bosaltmaq ,tork etmok (to leave (a place previously occupied))

READING: Accomodation

If you’re working in, or thinking of working in the hotel industry, it’s important to know the differences between
the many types of hotels that exist today. Just as hotel guests compare the facilities and amenities offered by
each hotel, before choosing the best fit for their planned vacation or business trip, any potential hotel employee
will want to find the work environment that appeals to them the most!

In the past a hotel could be chosen simply by the number of stars next to its name, or the cost of
a room. Nowadays there are not only hotels to suit every budget, but also to satisfy the needs of all sorts
of different clients. Hotel guests may be families vacationing with children, couples on their honeymoon,
single businessmen and women, needing extended stay accommodation, or large groups attending meetings,
conferences and exhibitions.

Hostels:
Perhaps the most basic of hotel types is the hostel. Popular with backpackers and travelers on very limited
budgets, hostels offer little more than a place to sleep. Accommodation is often in shared rooms with shared
bathroom facilities and, if guests are lucky, there may be a kitchen of sorts, where food can be heated and drinks
made. For students and young people, more interested in the trip than in where they catch a few hours sleep,
a hostel is often seen as a place to meet up with other like-minded travelers, and its lack of comfort is happily
ignored.

Motels:

A motel is a simple hotel, designed to accommodate motorists on long trips, who need to break their journey
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for a night before continuing on to a final destination. Motels originated in the United States, where they were
first seen along empty stretches of the new Interstate Highways. The main feature of their design was the way
individual rooms were built facing parking areas and rooms could be entered without having to pass through
a lobby, as you would in a hotel. A typical motel room contains one or more beds, a TV, a small kitchen area

with refrigerator and microwave, and a bathroom. Guests generally check-in at an on site reception office, pay

in advance, and vacate their rooms when they are ready to continue their journey.

Vocabulary IT

Administration /od mm.1 strer.[on/ -idarasetms (the department of a hotel that deals with the important decision
making and money handling, which will include organising staff and other resources)

Bedroom /'bed.ru:m/ yataqotagi (a private room, which contains at least one bed and is available to relax in
during the day or sleep during the night-time)

Capacity /ko'paes.o.ti/ tutum (the total amount of guests a hotel can cater for at any given time)
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Cashier/ka [ 10r/-kassir (staff who deal with the immediate handling of money and therefore need to be good
with costing and prices)

Chef de partie — experienced and qualified cooks who are in charge of an individual area of the kitchen, which
will have responsibility for one part of the menu; the areas are usually starters and salads, main courses and
sweets

Feasibly/ fi:.zo.bli/- faktiki olaraq (in a way that could be made, done, or achieved; possibly)

Guest /gest/ -qonaq (a person who pays to stay in a hotel; the staff must take care of them during their stay)
Housekeeper /'hauvs ki:.pa/-idarogi,oteldo otaqlarin xidmotgisi (the manager who runs the cleaning and
laundry spects of a hotel and will organise the duties of chamber maids and other domestic staff.)

Lunch /lantf/- nahar (the meal which is served at midday, but can vary in size and time depending on which
country it is served in.)

Maid/meid/ -xidmotgi (the members of staff, who could be found in the housekeeping department or the kitchen,
dealing with chores such as cleaning and attending to laundry, but can also be responsible for room service.)
Receptionist/r1'sep.fon.1st/-qeydiyyatel (a person who might be the first member of the hotel staff to meet a
guest; they will work in the lobby behind a front desk and tell the guest which room they have booked and how
to get there)

Valet/ va'ler/ -bellboy (a member of staff, usually a man, who will help a guest with many different personal
services; these services could range from shoe polishing to parking the guest’s car)

Waiter/waitress- ofisiant (Staff who work in the restaurant or bar and will bring the guests their orders of food
and drink).

READING: Positions in the hotels

Staff positions in a hotel can vary greatly depending on the type of
hotel. In general the staff can be placed into three different categories:
administration, guest services and support staff. Administration positions
range from managers to secretaries. Guest services are the staff that care

for the guests directly e.g. maids, waiter/waitress and cooks. Finally,

the support staff look after the hotel itself e.g. plumbers, gardeners, and
electricians. Managers have probably the biggest range of duties than that
of any other member of staff you will meet. Their roles and responsibilities will depend on the size and type of
hotel. Managing Directors tend to deal with the finance and staffing issues surrounding the hotel, while general
managers have a more flexible list of duties, which could include working in any area of the hotel. General

Managers tend to have job titles which will let you know which area of the hotel is their responsibility. For
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example, an Executive Housekeeper will be responsible for the smooth running of the guest rooms. Front
Office Managers are responsible for guest reservations while the Restaurant Manager would be in charge of the
food and drink provided by the hotel. Sometimes in larger hotels a Convention Manager would be employed
to coordinate all activities relating to meetings, these will include meeting with the guests to ensure that the
required schedule is correctly planned.

In many hotels managers will have a variety of assistants, whose job descriptions will usually depend
on the hotel’s size and its capacity. Usually it is the role of the Assistant Manager to employ and arrange the
training of new staff, supervise staff and organise the running of their department, e.g. the ordering of supplies.
In smaller hotels the Assistant Managers could find themselves filling the position of absent workers. For
example, they might have to fill in for the valet and spend time running the valet parking while the usual valet
is away. Or perhaps they might have to cover for a maid and prepare bedrooms for guests. Both managers
and assistant managers could have a personal assistant and/or secretary. Their job will be to type the entire
manager’s correspondence and operate an organised filing system for any reports and data. This could even
include confidential material about the running of the hotel or personal details about the staff.

A very popular form of employment in hotels is in the guest services departments. Unlike the
managerial side of the hotel, the guest service workers do not necessarily require a degree or diploma before
they start. Therefore guest services positions are often seen as roles ideal for apprentices. Cashiers, doorman
and receptionists are just a few of these jobs.

The biggest employers of a hotel are the housekeeping department and the food service department.
A worker could be employed by the hotel as an apprentice in the kitchen but after a few years with hard work
' and perseverance could find themselves as a Chef de Partie, running a
section of the kitchen, or even a Head Chef in charge of the complete
service of food and drink to the guests.

Any building that is used by the public has to be fit for the purpose, and
this includes hotels which have Health and Safety Regulations that they

need to adhere to. These regulations tend to come in a form of standards

which should be found displayed in the hotel in full view of the public.

To keep these standards at a good level then the hotel will need to employ a large variety of support staff;

electricians, builders, carpet fitters and plumbers might be amongst the staff. Some smaller hotels, who cannot

afford to keep these workers employed all the time, will contract out certain jobs, employing staff from outside
of the hotel to complete essential maintenance work.

The quality and quantity of staff employed by each hotel will not only depend on the size and capacity

of the hotel but also the prices charged. You would expect first class service if you were paying a high price and
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would expect all of your needs to be catered for when and where you required. Some hotels will have 24 hour
room service and employ concierges, who will pamper to their guests every request. Other hotels will stop
breakfast service at 9am and not serve lunch until 12pm. It all depends on how much a guest is willing to pay

and/or what the hotel can feasibly provide.

Vocabulary I1I

achieve /o'tfi:v/- nail olmaq (to succeed in finishing something or reaching an aim, especially after a lot of
work or effort)

department/di’ pa:rt.mont/- $6bo (a part of an organization such as a school, business, orgovernment that deals
with a particular area of study or work)

efficient/1' fif.ont/- somorali (working or operating quickly and effectively in an organized way)

purchase/ p3-:.t[os/- almaq (to buy something)

responsible/r1’spa:n.sa.bal/-cavabdeh ,mosul (be responsible for sb/sth/doing sth)

smooth/smu:d/- kolo kotiir olmayan,diizgiin (having a surface or consisting of a substance that is perfectlyregular
and has no holes, lumps, or areas that rise or fall suddenly)

schedule /'sked3.u:l/- cadval (a list of planned activities or things to be done showing the timesor dates when

they are intended to happen or be done)

READING: Hotel and its Departments
There are various departments of a hotel which help in the smooth and efficient operation of the hotel. First

four departments are the core and important department in the hotel, which are directly responsible for day to

Housekeeping
Hotel
Departments

Food

day operations.

The major four departments of hotels are:

Food and
Beverage

Production or
Kitchen
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Housekeeping

Housekeeping staff clean and prepare rooms so that they’re ready for the coming guests. Managing a hotel’s
housekeeping department involves scheduling staff for various shifts and managing cleaning equipment as well
as supplies.

Food & Beverage

The staff from this department, more often known as F&B, take care of a hotel’s restaurants, bars and in-room
dining. F&B managers are responsible for food supplies, customer complaints and the working schedule for
wait staff as well as chefs and kitchen assistants.

Food Production or Kitchen Department

Sometimes you’ll need to actively sell the hotel’s services, be it the room, the food or the conference space.
Sales is an art, not a science, so there are no fixed rules. However, a sales person often uses personal and
powerful language, and a good salesman knows his products well.

Front Office

The employees at the front desk deal with guests when they check in and check out. Managing a hotel’s front
office means making sure that rooms are ready when guests arrive. You achieve that through collaborating
with (working together with) the housekeeping, reservation and food and beverage departments (which are all
described below).

The front office is usually the first contact with a guest, so you want to make a good impression with the use of
formal, polite and business-like English.

Besides these there are Sales & Marketing, Event & Banqueting, Finance & Purchasing, Engineering &
Security, and Human Resources Departments which are also very important to know.

Food Production or Kitchen.

This is the service of Food made in the Kitchen and Drinks prepared in the Bar to the Customers (Guest) at the
Food & Beverage premises, which can be:

Restaurants, Bars, Hotels, Airlines, Cruise Ships, Trains, Companies, Schools, Colleges, Hospitals, Prisons,

Takeaway etc.

2.2.1 QiDALANMA MU9SSiS9SOLORI iLo BAGLI TERMINLORDON iSTiFADO EDOROK DiALOQLARDA
ISTIRAK EDIiR
ACCOMODATION

Vocabulary I:
beverage/ bev.a~.1d3/ - icki (a drink of any type)

disperse/dr sp3-s/- dagitmaq (to spread across or move away over a large area, or to make something do this)
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extend /ik 'stend/- genislondirmok (to add to something in order to make it bigger or longer)

forbid/fa-'bid/ - qadagan etmok (to refuse to allow something, especially officially, or to prevent aparticular
plan of action by making it impossible)

friendliness/ frend.li.nas/- dostluq (being friendly)

manual/'man.ju.ol/- ollo idars olunan (done with the hands)

nevertheless/ nev.o-.09'les/ - buna baxmayaraq

prefer/prr f3-:/- listiin tutmagq (to like, choose, or want one thing rather than another)

selection/sa'lek.Jon/- secim (the act of choosing someone or something)

therefore/ der.fo:r/- buna gora (for that reason)

EATING AND DRINKING HABITS AROUND THE WORLD
People around the world have different eating and drinking habits. Therefore it is a good thing to be aware of

some basic needs of guests from around the world.

The English guest

They prefer an extensive breakfast selection, strong tea, served with cold milk, bottled sauces, a large selection
of sandwiches, a good selection of cheeses, vegetables prepared as they would be in England and all kinds of
potatoes.

The American guest

The American guest particularly appreciates ice water with every meal, free coffee refills, a large selection of
beverages, bread and butter with lunch and dinner.

The German speaking guest

The Austrian, German and Swiss guest prefers an extended breakfast. Besides lunch and dinner, there is a mid-
morning break and an afternoon break (with coffee, cakes and pastries).

The Italian guest

He or she particularly likes plenty of white bread and grissini, parmesan, water, wine vinegar and olive oil,
lemon wedges with all fish and meat dishes.

The Spanish guest

The Spanish guest particularly appreciates white bread with all dishes, a pitcher of tap water, friendliness
towards children, employees™ knowledge of Spanish, and consideration of later dining times. The Swedish
guest

Swedish guest is used to three meals a day. They prefer flexible mealtimes, fish dishes, water and bread

included in the price, a choice of dressings.
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The Japanese guest

He or she particularly appreciates a greeting by the host or the service employee. Because Japanese people
greet each other by bowing, handshakes should be offered with discretion. They are used to fast service and
full dedication from service employees. One should avoid eye contact and be aware of the fact that a Japanese
guest is not familiar with food from other countries.

The Chinese guest

The Chinese guest particularly appreciates Chinese cuisine. They usually travel on business and in groups.
Therefore the menus are often ignored and the restaurant manager should recommend a variety of courses. Hot
towels to clean the hands before the meal and continuous tea service with free refills are expected.

The Jewish guest

Jewish cuisine is originally based on strong religious beliefs. Since Jewish people have dispersed all over
the world, their cuisine is heavily influenced by many other cuisines. Nevertheless general rules are detailed
in the Talmud, a collection of religious rules written in the 6th century. Their rules divide foods into Kosher
(permitted, clean), Treife (not allowed), and Parve (neutral foods, always pure). Since Judaism forbids any kind
of work on the Sabbath, meals are prepared in advance and kept warm.

The Middle Eastern/North African guest

In these countries breakfast consists of black tea, fresh pita, white bread, sheep and goat™s cheese, black and
green olives, hard-boiled eggs, all kinds of nuts and fresh fruit. Lunch usually consists of a light meal, but
dinner is extensive. Mohammed"s teaching prohibits alcohol consumption. Common beverages are spring and
mineral water, fruit juices, milk and ayran, a Turkish yoghurt beverage. Fasting during Ramadan lasts for forty

days. It is forbidden to eat during the day. The faithful are allowed to eat from sunset to sunrise.

DURING THE MEAL
If you’d like to get the waiter’s attention, the most polite way is simply to say:
Excuse me!
Here are some other phrases you may hear or wish to use during your meal:
Enjoy your meal!
Bon appétit!
Would you like to taste the wine?
Could we have ...?
- Another bottle of wine.
- Some more bread.

- Some more milk.
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- A jug of tap water.
- Some water.
Still or sparkling?

Would you like any coffee or dessert?
Do you have any desserts?
Could I see the dessert menu?
Was everything alright?

Thanks, that was delicious.

ORDERING THE MEAL
Could I see the menu, please?
Could I see the wine list, please?
Can I get you any drinks?
Are you ready to order?
Do you have any specials?
What’s the soup of the day?
What do you recommend?
What’s this dish?

I’m on a diet
I’m allergic to ...
wheat
dairy products
I’m severely allergic to ...
nuts
shellfish
I don’teat ...
meat
pork
I’ll have the ...
chicken breast
roast beef
pasta
I’ll take this
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I’m sorry, we’re out of that
For my starter I’ll have the soup, and for my main course the steak
How would you like your steak?
Rare
Medium-rare
Medium
Well done
Is that all?

Would you like anything else?
Nothing else, thank you
We’re in a hurry
How long will it take?

It’ll take about twenty minutes

READING: The Food and Beverage Service Employees

The reputation of the restaurant is determined to a large degree by the performance of its service
employees. They are in direct contact with guests and responsible for their satisfaction or dissatisfaction. The
professional requirements are very high: good manners, a neat appearance, friendliness, a strong constitution
and manual skills. In addition it is necessary to have a good memory, organisational and communication skills,
and the ability to react quickly. Look at the simplified staff list of a restaurant:
The food and beverage manager is responsible for the restaurant and the kitchen.
The head waiter reports to the food and beverage manager and is responsible for other waiters and waitresses
as well as for the specialist wine waiter.

The bar manager reports to the food and beverage manager and is responsible for the bar staff.

The head chef reports to the food and beverage manager, manages the kitchen and is responsible for
assistants (sous chefs) and kitchen porters.

Specialist wine waiter. Waiters and waitresses.
READING: Restaurant
Most people eat out quite often, even if they like cooking and eating at home. They might eat breakfast or lunch
in a cafeteria or canteen where they work or study, or go to a café or restaurant nearby. Many people also go out
to eat dinner once or twice a week. They might go to a fast food restaurant for a quick meal, or go to a proper
restaurant if they’re eating out with family or friends, or when going on a date. They might go somewhere that

serves just one country’s food like an Italian or Japanese restaurant, or to a restaurant that serves a particular
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type of food like seafood or vegetarian food. They might even go to a high-class restaurant that serves
expensive cuisine in a formal setting.

English has become the world’s international language, so if you’re travelling, studying or working
overseas it’s the language you’ll probably use when eating out. You might use it to make a booking and reserve
a table, and when you arrive you might be greeted in English by the head waiter or maitre d’ before being led
to your table. Then your waiter or waitress will probably bring menus in English and tell you about the day’s
specials and answer any questions, also most-likely in English.Some restaurants have expo line.

P.S: The expo line.

The line is the area between where the cooks prepare the food and where the server’s area is in the
kitchen
READING: Types of Diets
Vegetarian diets continue to increase in popularity. Reasons
for following a vegetarian diet are varied but include health
benefits, such as reducing your risk of heart disease, diabetes
and some cancers.

Types of vegetarian diets

When people think about a vegetarian diet, they

typically think about a diet that doesn’t include meat, poultry

or fish. But vegetarian diets vary in what foods they include

and exclude:
. Lacto-vegetarian diets exclude meat, fish, poultry and eggs,

as well as foods that contain them. Dairy products, such as milk, cheese,

Dairy
products

1D £go: yogurt and butter, are included.
Vegetable . Ovo-vegetarian diets exclude meat, poultry, seafood and
dairy products, but allow eggs.

reshand '_ . m tables . Lacto-ovo vegetarian diets exclude meat, fish and poultry, but

allow dairy products and eggs.

/&;@ -y %ﬁ\ . Pescatarian diets exclude meat and poultry, dairy, and eggs,

Whole grain, br Lequmes, soyabeans — put allow fish.

. Vegan diets exclude meat, poultry, fish, eggs and dairy
products — and foods that contain these products.

Vegans don’t eat foods that come from animals, including dairy products and eggs.
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The fruitarian diet is an extreme form of a raw vegan diet. Those who follow a fruitarian way of life eat only
ripe fruits, and what they eat is limited to the parts of the plant that does not require killing the plant. One
thing that all types of fruitarians have in common is that if at all possible, they eat only organically grown or
biologically cultivated fruits. Those who fully embrace the fruitarian lifestyle eat only fruit along with live
seeds and nuts. A second type of fruitarian eats about 75 percent raw fruit while the rest of their diet is made
up of a raw vegan diet. The difference is that a raw vegan diet includes creative dishes made up of dehydrated

foods which can be made into an endless number of dishes.

2.3.1. MUSTORILORO NOQLIYYAT XiDMOTi TOKLIiF EDIiR
TRANSPORT IN AZERBAIJAN

Vocabulary:

highway /"har.wer/ -avtomobil yolu

junction /'dzank.fon/- kasismo ndqtasi, yollar qovsagi

length/len6/- uzunluq

masterpiece /' mas.te-.pi:s/- sahosori

reside/r1' zaid/- yasamaq

orient/ o:r.i.ont/ -yonaltmak ,yonlondirmok

package/ pak.1d3/-paket,baglama

payment/ per.mont/- 6donis

provide/pra’vard/- tomin etmok

underground/ an.de-'gravnd/- metro

vacation/ver ker. fon/-mozuniyyot

READING: Transport in Azerbaijan

In Baku there reside over 2 million people. Nevertheless, it is easy to get oriented about the city. The prospects
and highways of the city are linked to the Heydar Aliyev international airport, a railroad, a car station as well
as the sea port. In Baku there are three modes of public transport: subway, bus and taxi services. One of the
architectural masterpieces of the city of Baku is ground and underground subway stations. The design of the
station contains national motives and reflects the most important events of the country’s history. Currently, the
subway consists of 23 stations, and the overall length of lines makes up 34.6 km. The services of the subway
can be used from 6:00 a.m. to 00:00 a.m.

Airport

The Heydar Aliyev International Airport of Baku is one of the main international airports of Azerbaijan. The
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airport is located 20 km to the north-east from the capital Baku and is connected to the city with two
modern highways. ‘Baku Bus’ Airport Express is one of the most convenient means of transport to
get to the city of Baku.

Subway

Subway stations in Baku, comfortable and beautiful. Currently the only metro system in Azerbaijan
is the Baku Metro, located in Baku, the country’s capital. Subway stations in Baku, comfortable and
beautiful. New plans to open metro systems in the most populated and developed cities of Azerbaijan

were proposed. Sumgayit, Nakhchivan and Ganja all plan to have subway systems in the future.

READING: Tour Operators and Travel Agents

At times there can be confusion about the difference between tour operators and travel agents and
what exactly makes them different or what roles they play in the planning of your vacation.

The main difference is that a tour operator is responsible for operating and providing your
vacation through the contracting, booking and packaging together of the various components of
your tour such as your hotel, transportation, meals, guides, optional tours and sometimes flight.
Many tour operators are considered land only operators and focus on the aspects of your package
once you have arrived in your destination.

Travel Agents hold the role of selling and administering packages from various tour operators
to their personal clients based on what they’re looking for and what package suits each client best.
While many tour operators focus on a select concentration of destinations most travel agents can
specialize in a range of destinations and then they can help you narrow down a package for that
specific destination or area you are looking to travel to based on your budget, preferred method
of travel and interests. Travel agents will then work directly with the tour operator to perfect your

requests and provide the tour operator with the information and payments they need.
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Dialogue

Mr Bean: - Please tell me how I get to your apartment?

Mrs Smith: - Are you coming by car or by bus?

Mr Bean: - [ am coming by car.

Mr Bean: - Please could you tell me the easiest way of getting to your apartment?

Mrs Smith: - Take the M6 to Manchester and come of at junction 6

Mr Bean: - Manchester can you spell that for me Giving Directions
Mrs Smith: - M-a-n-c-h-e-s-t-e-r vERBs

Mr Bean: - Thanks q r I ..-El- x

Mrs Smith: - OK, then turn right at the roundabout and take the first left

my house is on the left next to the local food store.

@A || e

Mr Bean: - Is that the quickest way of getting to your apartment?

Mrs Smith: - Yes, it is the quickest way by car.

Mr Bean: - Would you draw me a map please I don’t know the area.
Mrs Smith: - Yes.

Mr Bean: - Thanks.

2.4.1. 9YLONCO VO TODBIRLOR HAQQINDA MUSTORILORi MOLUMATLANDIRIR
HOTEL ACTIVITIES AND ENTERTAINMENT

Vocabulary I:

Arcade /a:r'keid/- bazar

Competition / ka:m.po'tif.on/- yaris
Countless/ 'kaont.los/- saysiz hesabsiz

Dart /da:rt/- mizraq, dart oyunu
Diving/'dar.vip/- suya tullanma
Enjoyful/in'd3o1.fal/- ¢ox xosbaxt ,oyloncali
Influence/ m.flu.ons/- tosir, tasir etmok
Memorable/'mem.or.0.bal/-yaddagalan
Playpen/ pler.pen/- usaq parki usaq baxcast
Verdant/ ' v3-:.dont/-yasilliq

READING: Hotel Activities and Entertainment

There are several activities at the hotels e.g. table tennis, tennis, basketball, volleyball, mini football field,
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aerobic, dart, water polo, water aerobics, other pool activities, various tournament and competitions, fitness
center. Water sports, diving course, internet cafe, video game arcade and billiard are for a fee.

At some hotels special to the children; the youngest guests of the hotel may spend enjoyful time at
playpens, verdant garden, and at Mini-club, with the special entertainment team.

Children’s fun also continue through the evening at open air theatre and kids disco.

There are free classical movies every day in the private theatre of some hotels.

When you book Christmas entertainment every
year, it’s easy to run out of ideas. Winter holiday season
at hotels and resorts is characterized by a high number of
repeated guests: spending their holidays at the same resort
often becomes a tradition within families. This is why it is
especially important to offer Christmas entertainment that

has never been seen before and that can create a memorable

experience for guests to influence them to come back next
year.

In generally, sport and recreation, indoor entertainment, kid’sentertainment, entertainment for adults
are for everyone.Most people at the hotels prefer sauna or fitness and SPA center.

Hotels near the sea have the opportunities as windsurfing, diving.

For fun and recreation, there are countless activities designed for children.

Vocabulary II:

Celebration/ sel-o'brer-fon/- qeyd elomo,morasim
Former /' f5:r.ma-/- kdhna

Local /'lov.kal/- yerli

Majority /mo’d3a:.ra.ti/- oksoriyyat,coxluq
Persimmon/pa-'sim.on/- xurma

Plenty /'plen.ti/- ¢oxlu

Pray /prer/- dua etmok, ibadot etmok
Struggle/'strag.ol/- miibarizo etmok

To honor/ a:.na/- layiq gérmok ,soraflondirmak

READING: Holidays and Events in Azerbaijan

There are several Azerbaijan holidays and events throughout the year. The busiest month is May, largely because
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Ramazan Bayram
Ramazan Bayram (Ramadan) is internationally known as ‘Eid Ul Fitr, which sees an entire month of fasting,
ending on the day of the full moon. Sweets and gifts are exchanged between Azerbaijan family members and
friends. The two-day celebration is lively and interesting with people flocking to the mosques to pray. They
greet each other with ‘Eid-Mubarak,” which means ‘May you enjoy a blessed festival.’

Novruz Bayram

The New Year of the Zoroastrian, Novruz Bayram is considered a
public holiday in Azerbaijan. Traditionally, a novruz table is adorned
with candles, colored eggs, dry fruits, and sweets. Foods that start
with the letter‘s (such as sumakh, sir, sabzi, sib, serkeh, and sonbol)
are served. The center of the table is never without a bowl of goldfish

because it is believed that when the New Year comes, the goldfish

will face north.

Pomegranate Festival is

an annual cultural festival that is held in Goychay, Azerbaijan. The
festival features Azerbaijani fruit-cuisine mainly the pomegranates
from Goychay. At the festival, a parade is held with traditional
Azerbaijani dances and Azerbaijani music. There are also several
competitions such as the biggest pomegranate or pomegranate

eating competition. Festival usually takes place in October.

Persimmon Festival
Balakan region where the production of persimmon is considered to be one of the traditional fields, will host
this delicious event in November. The festival will feature a wide range products made from persimmons.
Thanks to valuable historical, traditional and climatic conditions as well as soil properties, almost all fruit-
bearing species grow on the territory of Azerbaijan. The country is one of the major producers and exporters of
persimmon, and has a great potential in this field.

Jam Festival

Azerbaijanis, in general, are renowned for having a sweet-tooth. And
who can blame them when the nation has desserts sought after all over
the world. Could there be a “sweeter” and more colorful festival to
visit than a festival of jams in Gabala.Jam producers from all over the

country and abroad arrived in the city bringing with them hundreds of

varieties of natural marmalades and jams.
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Uzeyir Hajibayli International Music Festival is held in September, since
2009, in Azerbaijan. Musical events are held in several cities of Azerbaijan,
and the main ceremonies take place in Baku.

Since 1995, September 18 (Uzeyir Hajibeyov’s birthday) was celebrated as

National Music Day in Azerbaijan.

Gabala International Music Festival is an annual festival of classical music
held every summer beginning in 2009 in Gabala, Azerbaijan. At this festival, musicians perform in the open
air. Participants have included musicians from Europe, the US and Israel, as well as musicians from republics
of the former USSR.

Vocabulary III:

Complication/ ka:m.plo'ker.fon/- fosad, miirokkoblik, dolasiqliq (something that makes a situation more
difficult, or the act of doing this)

charity /'tfer.o.ti/- xeyriyya( a system of giving money, food, or help free to those who are in need because
they are ill, poor, or have no home, or any organization that has the purpose of providing money or helping in
this way)

equipment/t kwip.mont/- lovazimat (the set of necessary tools, clothing, etc. for a particular purpose)

ensure /m’ [or- tomin etmok ,sigortalamaq (to make something certain to happen)

exhibition/ ek.so'bif.on/- sorgi (an event at which objects such as paintings are shown to thepublic, a situation
in which someone shows a particular skill or qualityto the public, or the act of showing these things)

fair /feor/- 1) yarmarka 2)adalotli

fashion /' faf.on/- dob (a style that is popular at a particular time, especially inclothes, hair, make-up, etc.)
freelance /' fri:.leens/- sorbost i qrafikli, muzdlu

fundraising/' fand rer.zm/- iana, xeyriyys aksiyast

gig /gig/- sohnoyo ¢ixmaq ( a single performance by a musician or group of musicians,especially playing
modern or pop music)

layout/'ler.aut/- tortibat, sxem, planlasdirma

launche /la:ntf/ - baglamaq

READING: Organisers of Events and Holiday
Event organisers are the people that plan and organise events of various kinds, from industry exhibitions,
academic conferences, business seminars and careers fairs, to product launches, gigs, film festivals, fashion

shows and charity fundraising events.
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Primarily employed by events management companies, event organisers tend to work with a range of clients
across the public sector, private sector and third sector. However, some event organisers may work in-house for
large multinational corporations, while others work on a freelance basis.
If you enter this profession, you’re likely to take on a vast range
of responsibilities to make sure that the events you organise are the best
they can possibly be. Your aim will be to organise everything in the most

efficient and cost-effective way, while still ensuring that the event has the

necessary ‘wow factor’.

Firstly, you’ll be liaising with your client to understand their wants,
needs and special requests for the event. Following this consultation period, you’ll be conceptualising, planning
and organising events from start to finish in accordance with your client’s requirements.

To make sure everything runs smoothly, you’ll be selecting venues, preparing them for the event and
setting everything up. Furthermore, you’ll be managing staff and hiring volunteers, as well as coordinating
various suppliers to provide the event with all the necessary bits and pieces, such as security, lighting, displays,
sound equipment, stages, parking, toilets, food and drink.

You’ll be in charge of designing the layout and schedule of the event, commissioning companies to
produce event guides, tickets and pamphlets and carrying out marketing activities to promote the event with the
help of PR professionals and marketing executives.

The budget for the event will also be your responsibility and you’ll be the ‘go-to’ guy or girl if any
problems or complications happen on the day. When you’re not actively working on projects, you may also
be tasked with carrying out market research, identifying business opportunities and making presentations to

clients in order to win new contracts.

2.5. TOLOBOLOR UCUN FOALIYYOTLOR '.l’

. BRAINSTORM YOUR IDEAS ﬁ
. Read the text about Accomodation. What other types of accomodation do you know?

. Get divided into 2 big groups.learn the vocabulary well.then the leader of the groups will come to the

board and ask the meanings of the words from the other group.during 10 minutes the winner will be the group
which has more true answers.

. What kind of hotel would you prefer to stay in if you were on a business trip?

Design a new mid-budget business hotel. Decide on the basic concept of your “product”.

Atmosphere: large, streamlined and modern or small, traditional and intimate, or a new concept
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Location: city centre, out of town or in a quiet side street?
What kind of people do you want to come to your hotel?
The staff: will there be a high ratio of staff to guests or will there be an emphasis on self-service?

What facilities will you offer?

. Ask students to imagine they are going on a dream holiday and ask for suggestions for a destination.
Establish they are at this destination now, on holiday. Ask them to suggest what they have been doing during
their stay, who they are with and how the holiday has been going. Either ask for volunteers or select two
confident speakers and ask them to come to the front of the class. Clear desks to give them plenty of space. Ask
your two volunteers for their (role play) names and write these on the board. Then ask them the name of the
hotel they are staying in and the room number. Write these on the board as they will be needed later!

. Tell them they have returned to their room to find that their passports are no longer in the drawer where
they left them. Encourage them to actively search for the passports but don’t allow them to find them. Then ask
them to say what they would do next.

When they give you an idea e.g. call the reception, indicate that they have to choose another student in the class
to be the receptionist. The three students then play out the scene and decide what they’ll do next e.g. call the
manager, the police etc. The student then chooses someone else in the class to be the next character and the first
three students include the next student in the role play.

. The students soon get the idea and more and more characters are called e.g. the cleaner, a witness
(guest in next room), a journalist etc. As the role play develops the teacher is there to help manage decisions
and guide students when they have difficulties, but in general the important decisions are left up to the students.
. While the role play is going the teacher makes a note of language errors and also notes down language
and phrases that are missing or wrong in terms of polite communication. This could be, for example, phrases
such as: I’m sorry to disturb you but... Or Would you mind telling me... Or any other language the teacher feels
might help the communication go more smoothly.Once the role play has come to a natural end the teacher can
go through the language on the board and practise any pronunciation points with the students

. Write down hotel vocabulary as much as you can on the board.

. The following people are looking for an accommodation to stay at while they are away from home.
Reccommend something to each of them. Don't forget to give reasons for your choices.
Accommodation Wanted

Chiara and Philippo are University studnets from Italy. They are planning to spend some
days in England. They would like to find a low-budget accommodation for their stay. They

are planning to leave early in the morning and return to the accommodation in the evening

hours, after exploring the famous sights.
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Jim and Julia are getting married this summer. After getting married they would like to go
on honey moon. They are planning to spend a few days on a tropical island. Money doesn't

count-their parents are going to pay for the holiday.

f

Allison is a sales rep. She travels around the country by carm selling [ 4

\:-L-

\

cosmetic products. Next week she is going on a longer business trip and she wants to find a
cheap accommodation where she can stay for one night. Parking facility is very importatn to

her.

Peter and Susan have two children (8 and 10 years old). They are planning to go on a
low-budged weekend. They would like to find an accommodation close to nature. They are

planning to go fishing and hiking.

. Give 10 minutes for writing words related to nutritions

. How do eating and drinking habits of Azerbaijani people differ from eating and drinking habits of
people from other countries?

. Describe eating and drinking habits in Baku and in the region you come from

. Complete the waiter’s

WAITER: (Evening)

CUSTOMER: Good evening.
WAITER: (Four?)

CUSTOMER: Yes, please.

WAITER: (Aperitif?)

CUSTOMER: No, thanks.

WAITER: (Menu?)

CUSTOMER: Thanks.

WAITER: (Order?)

CUSTOMER: Well, I“'m not quite sure what to have.
WAITER: (The pork?)

CUSTOMER: All right. Il have that.
WAITER: (To start?)
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CUSTOMER: Carrot soup, please.

WAITER: (Wine?)

CUSTOMER: Yes. A bottle of house white, please.

WAITER: (All right?)

CUSTOMER: Yes, thanks. It*s delicious.

WAITER: (Dessert?)

CUSTOMER: Chestnut gateau for me, I think.

WAITER: (Coffee?) CUSTOMER: Yes, thanks. That would be nice.

Work in 3 groups. Write about the food and drink:

1. Traditional favourites in Azerbaijan.

2. Regional specialities.

3. Popular food from other countries

. Write the receipt of your favourite meal in English.

. Work in pairs. Think of two typical dishes from your country. Discuss how you would explain them to
the customer. Use the following phrases.

It“s a kind of ... It“s made with ... It"s a bit like ...

Example questions:

1. What kind of restaurant do you like?

2. Do you like Italian food? Why/ why not?

3. What do you prefer?

a) eating at home b) eating out ¢) going to a dinner party

4. How often do you eat fast food?

5. What do you like to order at your favorite restaurant?

. What do we eat? Look at the categories of food below. Give at least three more examples for each
category:

1. Fruits: apples, ...

2. Vegetables: carrots, ...

3. Cereals: corn, ...

4. Dairy products: cheese, ...

5. Meat: mutton, ...

6. Poultry: goose, ...

. Write the word “transport” in the centre of the board.Askthe students to write words related to this

word.
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. Read the vocabulary of transport. Ask the meaning of 5 words from your partner. Then he or she must

ask the words from you.

. Students can collect images of different types of transportation and add them to the following scheme.
. Choose the synonyms and antonyms from the texts.
. Which means of transport can we use?

Describe your personal experience when using different means of transport.
. Students will review transport vocabulary, interview each other about the transport they usually use,
read a text about travel issues in Azerbaijan and also write some questions to measure their classmates’ carbon

footprints. Finally they will need to design their own environmentally-friendly transport of the future.

. Imagine a foreign tourist wants to go from the centre of Baku to
1. an island near Baku

2. Khinalig in Guba

3. Georgia

4. USA.

Get divided the student into 4 groups.Give each of them a variant. They must write the cheapest and the fastest
way of travelling to these destinations.

. Ask the students to draw a person who has a tourism job such as travel agent, tour operator, chef cook,
receptionist, and so on. Ask them to give the person a name. Then on the top left of the page ask them to write
five adjectives to describe the person’s appearance. Next ask them to write five more adjectives to describe
the person’s job skills.After they’ve done this ask the students to write three things that the person doesduring
worktime. Then ask them to write where the person works. In this way they build up a character profile for the

person they are going to write about.

. In pairs, prepare a tour of an area you know well.
You must take the following notes:

- Things to remember at start

- Top visual Priority-describtion

- Must tell-story or anecdote

- Getting off reminders

. Find the meaning of the new words in Azeri.
. Look for the words which have more meanings.find Swords at least. F.e: fair-1) right 2) pale 3) quite
large.

59



TOLIM NOTIC3Si 2

. Prediction—imagine you are phoning a hotel to ask about room rates. Write down phrases and vocabulary

you would expect to hear or say.

. Get divided into 2 big groups. The 1st group must organize Novruz holiday, and the 2nd group must
organize Christmas holiday at the hotel. Ask them to prepare a presentation.

. Guess which holiday do you like most? Find out the most interesting holiday in the world

. Each student writes the letters from A to Z on a sheet of paper. Challenge students to search nouns from

the texts that begins with each letter of the alphabet.

. Write the list of skills which an organiser must have and explain why?
. Fill the KWL chart.
What I Know about ... What I Want to find out ... What I Learned about ...

2.6. QiYMOTLONDIRMO

Asagidaki qiymatlondirmo meyarina asason qiymatlondiracoksiniz:
“Qidalanma miiassisasalori ilo bagh terminlordon istifads edorok dialoqlarda istirak edir”
. With the help of the dictionary explain the meaning of the following words:

Freshness

Selection

Quality

Presentation

Friendly

Prompt

Attentive

Cleanliness
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. Choose questions from above or write 5 of your own survey questions below. Then talk to 5 students
and write their responses.

Write a short report after you have talked to five people. For example: Most students like Japanese food because
they think it’s healthy & delicious. Some students like to eat Italian food. They like spaghetti. A few students
said they prefer going to dinner parties because......... . One student said .........ccceevvevierienieeeeeee, etc.......

. Fill in each blank with the correct word. If both words can be used, choose the one that sounds more

natural in each situation:

1. Are you (prepared/ready) to order?

2. ’'m sorry, we’re fully/completely (booked/baked) (we have no free tables) right now.

3.1 (recommend/request) the vegetarian chili.

4.We can (substitute/subtract) the bacon for cheese, if you like. (We can give you cheese instead
of bacon)

5. Are you (prepared/ready) to order?

. Use the following words in the columns below

Potato, shrimp, squid, beef, watermelon, water, lamb, lemonade, turkey, cheese, tuna, salmon, tomato,

milkshake, crab, bread, grapes, apple, egg, orange, soda, mussels, yogurt, sugar, kangaroo.

Vegetables Seafood Meat Fruit Drinks Diary Other
. Choose the correct variant.
1.Can1 anyone in a cold beverage to start?
a) bother
b) interest
c) interact
2. Has everyone , or do you need a few more minutes with the menu?
a) choosed
b) decided
c) picked
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3. Would you like to hear today’s ?
a) specials

b) seasons

c) leftovers

4. Is anyone interested in soup or salad as an ?
a) alcohol

b) a la mode

c) appetizer

5. How would you like your steak ?
a) poured

b) cooked

c) to look

6. Is there anything else you’ll be ?
a) needing

b) needed

c) to need

7. And how is everything ?

a) so far

b) so good

c) so fine

8. Are you all with your first course?
a) great

b) complete

c) finished

9. Did anyone room for dessert?

a) serve

b) save

c) get

10. Is this all together, or would you like bills?
a) some

b) other

c) separate
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“Miistarilora yerlogsdirmo miiossisasalorini izah edir.”
. Read the following text and decide whether the sentences in the table below are true (T) or false (F).
Welcome to Spain and La Manga Club. Your villa has been cleaned by our staff and we hope you find everything
to your satisfaction. If not please ring us on 0034 699794 283 so we can put it right. A welcome pack has been
left for you, some in the fridge and some here. This is designed to help you until you can get to the shops. As
your stay is longer than a week, a midstay clean has been arranged. Our cleaners will call around sometime
after 10am on Friday. There is no need to stay in as they will have a pass key. Your beds will be changed, fresh
towels will be left and your bathrooms cleaned. If time allows other work will be carried out but if there is
something in particular that you wish to be done, please leave clear instructions for our team. Enjoy your stay
and do not hesitate to ring us if you have any queries or problems.

There will be no cleaning service during the guest’s stay. The cleaners have an extra key to the villa.
No special wish can be taken into consideration by our team.

The Management Team

Ne Statements TRUE
1 If a guest has a complaint to make, there is a phone
) number available.
2. The staff has left some food and beverages in the villa.
3. There will be no cleaning service during the guest’s stay.
4, The cleaners have an extra key to the villa.
c No special wish can be taken into consideration by our
’ team.
. Checking into a hotel

Read the dialogue between the receptionist (R) and Mr Brown (B).
R Good evening.

B Good evening. My name is Jonathan Brown.

R Welcome to Ljubljana, Mr Brown. Do you have a reservation?
B Yes, I do.

R Let me see... a double room for two nights?

B That’s right. R Can I see your passport, please?

B Yes, of course.

R Thank you... Can you sign here, please?
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B Sure.

R Here’s your key. Your*re in room 321 on the third floor. Breakfast is from 6.30 a.m.
B Thanks. Oh, where is the sauna, please? I might use it later.

R Our wellness centre is in the basement. Can we help you with your luggage?

B Yes, thank you.

R I’ll call the bellboy for you. Enjoy your stay.

Look at these stages in the process of checking in a new guest. Number them in the order they appear in the
dialogue above.

Ask to see their passport.

Welcome the guest.

Give them their key.

Ask them to sign the check-in form.

Wish them a nice stay.

Ask if they have a reservation.

. Fill in the gaps with the words below.
Acsess exchange equipped Guests rooms Service Treatment
It’s a modern small hotel, which is situated in the centre of Baku. It has 50 (1) all with

en-suite shower, cable TV and a separate working room with modern computers and wireless internet (2)

. In our hotel we try to meet the needs of business (3) . We specialize in

organising different events from small regional meetings to big international conferences. We offer several fully

4) meeting rooms and a conference hall. At the Wellness - Spa Centre you can treat yourself

to a massage, body and facial (5) , various body wraps or a new hair style. Services: Room (6)

, Meeting/Banquet Facilities, Airport Shuttle, Laundry, Dry Cleaning, Room Service, Ironing

Service, Currency (7) , Shoe Shine, Car Rental, Fax/Photocopying.
. Complete the sentences.

- Hotel Beach House, can | you?

- I’m phoning to aroom.

- would you like to arrive?

- Tomorrow.
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- How many nights are you going to ?

- Two nights.

- What kind of room would you ?

- A double room with a shower.

- Just a moment, I’ll check. ... We have a nice room on the second

- How is it?

- Its $25 per person and , breakfast included.

- That’s a good price. I’d like to make a for that room, please.
- Very well. May I have your , please?

- Conners.

- Could you that, please?

- It’s C-O-N-N-E-R-S.

- Thank you for your reservation. See you

. Write the verb in Passive Voice in the blankets.

1. This quiz for learners of English as a Second Language. (to design)
2. My car yesterday. (to steal)

3. That movie by many people. (see)

4. The thieves by the police. (to catch)

5. My car in Japan. (to make)

6. Housing prices rapidly. Now they are going down. (to rise)

1. How much __ ?
a) a room cost

b) costs a room

¢) does a room cost
2. __ asingle room?
a) Do you have

b) Have you

¢) You have

3. How much _ ?
a) a double room
b) double room

¢) is a double room

65



TOLIM NOTICaSi 2

4. _ the lift?
a)Where be
b)Where does be
c¢)Where is
5. How __to the hotel?
a)do I get
b) get
c) I get
6. What time __ ?
a)breakfast
b)does be breakfast
c)is breakfast
7. pets?
A)Do allow you
B)Do you allow

C)You allow
8. How much __ ?
A)costs internet access
B)does internet access cost
C)internet access does cost
9. _ near the centre of town?
A)Are you
B)Where are you
C)You are
10. __ baths or showers?
A) Do the rooms have

B) Does the rooms have

C) The rooms do have

. Rewrite the sentences in passive voice.
1. I can answer the question.

2. She would carry the box.

3. You should open the window.
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We might play cards.

You ought to wash the car.

He must fill in the form.

They need not buy bread.

He could not read the sentence.

o X 2 0ok

Will the teacher test our English?
10. Could Jenny lock the door?

. Choose the correct answers?

1. Which are three written methods by which a hotel can communicate with its employees?
a. internet, letters and employee handbook

b. brochures, internet and telephone

c. live staff meetings, letters and brochures

d. face-to-face, email and brochures

2. A Franchise is a type of ownership of a chain hotel.
a. True
b. False

3. Which are two methods of payment for a hotel room other than cash or credit card?
a. Direct billing, debit card

b. Personal check, business check

c. Voucher, gift certificate

d. All are possible methods of payment

4. Which department is responsible for the repair of a leaking faucet?
a. Front Office

b. Engineering

c. Security

d. Sales and Marketing

e. Housekeeping

93]

. Which department is responsible for researching what guests need and want?
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a. Front Office

b. Engineering

c. Security

d. Sales and Marketing

e. Housekeeping

“Miistarilora naqliyyat xidmoti taklif edir.”

. Choose the correct opposites.

Reside supply
payment Holiday
provide income
Vacation subway
Metro live

. Fill the blankets with the following words

RAILWAY

i

You are here

attheend behind Dbetween in infrontof next nextto on  opposite

1. The railway station is at the end of the road, the bank and the library.
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2. The bank is at the end of the road on the left-hand side and the library.

3. The library is [?]of the road, on the right-hand side and opposite the bank.

4. The post office is on the left-hand side, opposite the cinema and to the bank.

5. The concert hall is between the cinema and the hotel the right of the street.

6. The shopping centre is the town hall and in front of the car park.

7. The police station is the first building on the right, [?] the football ground, opposite the
café.

8. The football ground is on the right, the police station.

9. The café is the first building on the left, [?] the church.

10. The market is the middle of the street.

. Choose the correct words/phrases to complete the conversation with the hotel reception clerk:
YOU: Can you a good restaurant around here?

a) recommend

b) say

c) tell

HOTEL CLERK: Hmm... There aren’t any restaurants around here...
YOU: What about ?
a) in city

b) in the city

c) central

HOTEL CLERK: There are a lot of good restaurants in the area of the city called uptown. If you go to Central

Avenue, you’ll see about 10 different restaurants, all of which are highly recommendable.

YOU: Great! How do we Central Avenue from here?
a) come at

b) arrive in

c) get to

HOTEL CLERK: When you exit the parking lot, turn left on Main Street. Keep driving for about 10 blocks, and
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and you’ll come to Central Avenue. Turn right. The restaurant zone is about 5 blocks from there.

YOU: So, we have to on Central Avenue?
a) go straight

b) make a right turn

c) make a left turn

HOTEL CLERK: That’s correct. Would you like me to draw you a map?
YOU: No, thanks, I think

a) we’ll be fine

b) we will go
c) we will try

. Fill the blankets.

Find someone who....

Find somebody who... Name Extra information
Walked to school today
Has travelled by helicopter

Has had a problem trying to get
somewhere

Rides a bike regularly
Rides a bike regularly

Answer the following questions.

How do you get to school?

How often do you use public transportation?
Is a car considered luxury in your country?

Have you ever been in a traffic accident?

ok =

Is petrol expensive in your country?

Put the verbs in brackets in the correct tense
You say there are 2 extra for dinner?In that case we (set) an extra table.
We need to be at the station at 11:30 tomorrow because the train (leave)at 11:45.

We (stop) in a few minutes so that you can take some photos.

R o=

We (arrive) in Edinburgh at 5:00p.m.
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“Oylanca va tadbirler haqqinda miistorilori molumatlandirir.”

S

when we get home we put it on top of the television. When sriistov come, we tell them about it and where we

g

cheap and don’t really match my house — just because they are souvenirs. It’s almost as if we are programmed to

buy a souvenir. [ know some people who ednsp hours wandering around souvenir shops. What a tewas of time.

I
b

® 0D P ND P DN DY AT WD NN P

Correct the spelling:

ouvenirs are fnuny things. Most of us feel we need to buy a souvenir when we go to another cyrunot. Then

ot it. A lot of the souvenirs we buy are urbishb. I have a long history of buying things that look eobhrril, are

decided never to buy a souvenir again. I’d much atrrhe spend my time doing nmtsheigo more interesting. The

est souvenirs are msermieo and photos.

Choose the expression, A or B,that is closest in meaning to the word as used in the text.

TO MONITOR

. to check somebody or something at regular intervals
. to teach somebody

TO ASSESS

. to present a demand for payment

. to judge or evaluate somebody or something
TRENDS

. tendencies

. statistics

UP-TO-DATE

. current

. contemporary

FORTHCOMING

. available

. which is going to happen very soon

EVENT

. an organised social occasion like a concert or sports competition
. an incident or affair

CAR HIRE

. buying a car

. car rental

BEHIND-THE-SCENES STAFF

. employees who are not in direct contact with the public
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b. people who work privately or secretly
. Write an essay about a festival in your country individually.
. Answer the following questions.
1. Have you ever organized an event or a holiday?
2. What kind of party do you like?
3. What kind of entertainment would you like?
4. Where is the best place for a ceremony?
5. What summer entertainment at the hotel do you know?
. How*s the final spronounced? Tick v* the correct column.
1. arrangements /s/ /z/ /iz/
2. changes
3. customers
4. excursions
5. places
6. facilities
7. houses
8. apartments
. Advice and obligation

This is tourist entertainment. Holiday organisers should take these into consideration.

Complete the sentences using avoid, don’t, have to, mustn’tor should.

1. In hot weather, you drink a lot of water and keep the sun off your head.

2. lying in the sun too long during the first days of your holiday.

3. go swimming after eating a heavy meal or drinking alchocol.

4. You jump or dive into the hotel swimming pools.

5. You put sunscreen on again after you have been swimming.

6. You tellthe rep and the hotel if you’re allergic to anything.

7. In less developed regions, eating uncooked diary products, vegetables and salads.
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3.1.1. QONAQ QOBUL ETMOYi VO SALAMLASMAGI DIALOQLAR VASIT9SiL9 GOSTORIR
GREETING CUSTOMERS PROFESSIONALLY

Vocabulary I:

Acquire /o'kwara/- oldo etmok

Appeal /o'pi:l/- miiraciot

Approach /o'proot[/- yanasmaq
Assessment /9'ses ‘mant /- giymotlondirmok
Couple/ kap.al/- ciitliik, ciit

Increase/in kri:s/- artirmaq

Retail/ ri..te1l/- parakondo, xirda satig

Merchandise/ ' ms3-:.tfon.dars/-alig —veris etmak, ticarot

READING: Greeting Customers Professionally

Whether you are in a retail store, hotel, receptionist in a
company or in any customer facing situation those first few
seconds set the tone and create that crucial first impression
that your customer will have about you and your company.
This may sound simple but it is one of the most important
skills you should acquire to be a professional service or

customer care agent. And by the way, this applies also if you

provide service over the phone you must work on developing
a good warm greeting to your customer.

Always remember that you only have a few seconds to make a great first impression.
Why is greeting so critical?
A lot of things happen. They all take place within the first couple of minutes after
a customer enters your store/compay/hotel...etc. They immediately do a visual
assessment: How does your place of business look? Is the merchandise appealing? Is
the place welcoming?

When you first greet the customer you are selling yourself first, your business

second, the experience third, and the merchandise/service last. You want to get the
customer feeling comfortable as soon as they walk into your place of business.
Remember these 3 greeting rules:

1. Good Eye Contact
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2. Great Smile

3. Great Opener

So now let’s look closer into how to make a professional greeting and introduction that can increase sales of
your business as we said previously if you are in retail or providing any kind of service or in any professional

business setting where you are tasked with greeting customers, here is how to do it professionally.

Grammar: Adverb Clauses

Adverb clauses are clauses that function as adverbs. Since they are

dependent clauses, they must have a subordinating conjunction to Lttt el o | UL

connect them to the other clause. This will help you recognize
. . . . adverbial clause
an adverb clause. Subordinating conjunctions can be arranged

subordinating conjunction

according to the purpose of the clause they begin. Here are some

examples of subordinating conjunctions:

. Time: after, when, until, soon, before, once, while, as soon as, whenever, by the

time IF Yil

. Condition: if, whether or not, provided, in case, unless, even if, in the event nl‘iﬁm
. Cause and effect: because, as, since, so, in order that, now that, inasmuch as IT

. Contrast: though, although, while, whereas, even though ;UOCAN
Most of the time, an adverb clause will be separated from the other clause with a IT

comma. Here are examples of sentences with and without commas:

*  Whether you like it or not, you have to go. (The adverb clause
“Whether you like it or not” puts a condition on the action.)

* She enjoyed the party more than he did. (The adverb clause
‘than he did’ modifies the adverb “more.”

e After my car is fixed, we can take a trip to the coast. (The

adverb clause “After my car is fixed” puts a time on the action.)

Vocabulary II:

Confirm /kon f3-:m/- tosdiq etmok
Decline /d1 klam/- azalmagq, tonozziil
Hire/harr/-kirays gotiirmak, iso gotiirmok
Request/r1 kwest/- talob

Space/spers/- bosluq, foza, kosmos

74



TOLIM NOTICasi 3

a fixed point or line;n an opportunity or a duty to do something at a particular time or in a particular

order, before or after other people)

READING: Reservations and Booking Terms

Make "pECERVATION

i?our;

There are two possible ways to book a space:

Direct booking: if you request to book a room, the space owner has 72 hours to confirm or

decline the request. When it is confirmed, the space will be booked for your event.

Reservation: you request a 3 days non-binding reservation. The space owner has 72 hours

to confirm or decline your request. In case it is confirmed, you have 72 hours to make your final

decision to either book the space or decline the reservation. You turn the reservation into a booking

by choosing a payment method on the hire.

- -~ - - - R -~ - - B -~ I 2

DIALOGUE: RESERVATION

: I'd like to reserve a hotel room.

: That should be no problem. May I have your full name, please?

: My name is John Sandals.

: Hello, Mr. Sandals. My name is Michelle. What days do you need that reservation, sir?
: 'm planning to visit New York from Friday, April 14 until Monday, April 17.

: Our room rates recently went up. Is that okay with you, Mr. Sandals?

: How much per night are we talking about?

: Each night will be $308.

: That price is perfectly acceptable.

: Wonderful! Do you prefer a smoking or nonsmoking room?

: Nonsmoking, please.

: Next question: Is a queen-size bed okay?

: That sounds fine.

: Okay, Mr. Sandals. Your reservation is in our computer. All we need now is a phone number.

: Certainly. My phone number is 626-555-1739.

Thank you, Mr. Sandals. We look forward to seeing you in Azerbaijan

75



TOLIM NOTICasi 3

Tips

Remember the essential information:

- how many nights (at a hotel)

- how many people (at a restaurant or the theatre)
- what time (for a flight or at a restaurant)

- how much does it cost (for a flight, theatre tickets or a hotel room)

3.2.1. TOKLIF VO SIKAYOTLORI TOHLIL EDIiR
DEALING WITH CUSTOMERS

Vocabulary I:

Alleviate/a'li:.vi.eit/- ylingiillosdirmok
Blame/bletm/- giinahlandirmaq,qiamaq
Command/ks ' mand/- omr
Conclusion/kon klu:.3on/- notico
Deal/di:l/- 1) s6vda ,2) bahs etmok
Defensive/d1 fen.s1v/- miidafiogi
Frustration /fras trer.fon/- moyusluq
Handle/ han.dol/- 1)dostok 2)idars etmok
Outrageous/ avt'rer.dzos/-vicdansiz ,tohqiredici
Politely/pa lartli/- nozakatlo
Solution/sa'lu:.fon/- hall ,¢6ziim ,izahat

Upset/ap 'set/- qaniqar ,dilxor

READING: Dealing with Customers

In order to get the most satisfaction (and theirs money’s worth from their stay)
guests make requests. Most of these requests will be reasonable, such as asking
for more napkins at a restaurant or having a burnt out light bulb replaced in
their room. Some requests may be outrageous and outside the normal service

parameters of the hotel. In either case, the requests must to politely listened to

and professionally attended to.

Here are some customer-oriented tips I’ve learned while working in the business coaching business:
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1. Listen carefully to what the customer has to say, and let them finish. Don’t get defensive. The customer
is not attacking you personally; he or she has a problem and is upset. Repeat back what you are hearing to show
that you have listened.

2. Ask questions in a caring and concerned manner. The more information you can get from the customer,
the better you will understand his or her perspective. I’ve learned it’s easier to ask questions than to jump to
conclusions.

3. Put yourself in their shoes. As a business owner, your goal is to solve the problem, not argue. The
customer needs to feel like you’re on his or her side and that you empathize with the situation.

4. Apologize without blaming.

5. When a customer senses that you are sincerely sorry, it usually diffuses the situation. Don’t blame
another person or department. Just say, “I’m sorry about that.”

6. Ask the customer, “What would be an acceptable solution to you?”Whether or not the customer knows
what a good solution would be, I’ve found it’s best to propose one or more solutions to alleviate his or her pain.
Become a partner with the customer in solving the problem.

7. Solve the problem, or find someone who can solve it - quickly!Research indicates that customers prefer
the person they are speaking with to instantly solve their problem. When complaints are moved up the chain of

command, they become more expensive to handle and only add to the customer’s frustration.

Vocabulary II:

Absolutely/ &b.so'lu:t.li/- tamamilo

Elicit /i'lis.1t/ - yronmok ,meydana ¢ixarmaq
Exactly/1g ' zaekt.li/- doqiq ,tam olaraq ,eynilo
Extent/1k 'stent/-hadd,doraco ,uzunluq
Concerned/kon's3-:nd/-narahat

Definitely/ def.on.ot.li/- miitlaq ,qoti ,konkret
Humble/ ham.bal/- tovazdkar
Opinion/a'pin.jon/- nazar fikir ,roy
Particular/po-'tik.jo.la-/- xiisusilo ,moxsusi
Reckon/ 'rek.on/-hesab etmok

READING: Asking for and Giving Opinion
At times, hotel staff may be asked about their opinion of some topic, such as a good place to go shopping or

what they think of a particular tour company. The situation may also occur when a staff may want a guest’s
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guest’s opinion about something, such as the quality of service at the hotel or whether a particular
shop had good prices for their merchandise. Look at the expression below that can be used to give
or elicit an opinion.
1. Giving Opinions:
. As far as I'm concerned ...

In my opinion ... In my view ...

. From my point of view ...

. The way I see it is (that) ...
To my mind ...

. Well, I reckon (that) ...
I (strongly) believe (that) ...

. I (honestly) think (that) ...
I (really) feel (that) ...

Personally speaking, I believe ...
. As for me, I reckon ...

In my opinion/In my humble opinion

. I reckon/suppose
I know
May I?

. If you ask me

If I were you
. To be honest

I could be wrong, but
. I'm no expert, but

. Personally

2. Asking Opinions:
What do you think/reckon?

. Do you see what I'm getting at?
Do you know/see what I mean?
Do you agree with me?

. Would you go along with that?

Would you agree with me that ...?
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. What are your thoughts on that?
. Don't you think (that) ...?

3. Agreeing:

. I (totally) agree with you / that.

. I couldn’t agree more.

. I'd go along with that.

. I feel the same.

. You're absolutely right.

. Absolutely / Definitely / Exactly.
. No doubt about it.

. That’s a good point. / I see your point.
. I see where you're coming from.

4. Disagreeing:

. I'm afraid I disagree.

. I don’t agree with you / that.

. I'd be inclined to disagree.

. That’s not the way I see it.

. I don’t think so. /I don't feel the same.

5. Partly agreeing:

. I see your point but ...

. I kind of agree with you / that.

. I agree with you to an extent, however, ...
. You make a good point, but ...

READING:Offering Help to the Customers

When you want to help someone, how do you make your offer in English?

There are a lot of different ways to offer your assistance. Which phrase you should choose depends
on the situation? Here are some English phrases for offering help that you should definitely know!

They’re arranged roughly in order from most casual to most formal.
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1. I’ll (do something).F.e. I’ll hold the door open for you.
2. Let me (do something) F.e.Here — let me adjust the seat for you.
3. Why don’t I (do something)? F.e. Why don’t | send you an email outlining what we talked about today,

and you can just respond to that?
4. Do you want me to (do something)? F.e.Do you want me

to take over?

5. Would you like me to (do something)?

Would you like (something)? F.e. Would you like me to close the HOW
window? I
6. I can (do something).F.e.I can assist you with that.

7. Can I (do something)? F.e.Can I get you something to He

drink?

8. I’d be happy to (do something). F.e. I’d be happy schedule O s

a time to meet and talk with you about it.
9. May I offer you (something)? F.e.May I offer you a

complimentary dessert?

3.3.1. MUXTOLIF SITUASIYALARDA YARANAN PROBLEMLORIN HOLLI YOLLARINI TAPIR
ASKING FOR REPEATS

Vocabulary I:

Accent/ &k.sont/- toloffiiz

Announcement/o navns.mont/- elan, bildiris (something that someone says officially, giving information
about something)

Mean/mi:n/ - demokdir ,nazords tutmaq, mona vermok

Mention /'men.[on/- istinad etmok, xatirlatmaq

Mind /maimnd/- agil, fikir, zehin

Miss /mis/- 1) oldon vermok, 6tiirmok 2) darixmaq

Otherwise/ A0.2-.waiz/- yoxsa, basqa yolla, oks toqdirds
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. READING:Asking for Repeats

Listening is one of the hardest skills to develop when learning a language. It can be very exhausting trying to
understand someone talking in a language that is not your own, not to mention having to understand all the
different accents that a language may be spoken in.

There are only a few situations where it is important to understand every single word that someone is saying
— for example when listening for an announcement at an airport — otherwise you might miss your flight!
However, most of the time it’s really not necessary to understand everything, so you must try very hard not to
worry if you don’t catch every word.

Another thing to remember is that if you are able to ask questions then you can ask the speaker to repeat
themselves or explain words that you don’t understand. Don’t be afraid to do this — generally people are always
happy to teach someone something!

Here are some phrases that might be useful:

Could you repeat that please?

Would you mind saying that again?

What does that word mean?

Could you explain the meaning of that word?

Vocabulary II:

cost /ka:st/- qiymot,doyar, maliyyot

expense /1k 'spens/- xarc (the use of money, time, or effort)
free /fri:/-1) pulsuz 2)sorbast

item /'ar.tom/- madds ,bond

pay /per/ - 6domok (to give money to someone for something you want to buy or for services provided)
piper / 'par.pa/- qavalgalan

settlement /'set.ol.mont/- nizamlama, moskunlagsma

READING: Bill Settlement

First let’s have a look at the ways of paying the bill.There are several ways of it: cash, cheques, debit cards,
creditcards, prepaid cards, internet phone transfers.

Eventually, usually all too shortly, guests will have to check out and pay up. Unfortunately for many hotel staff
this can be a time of stress and frustration. Let’s face it, most people don’t actually like paying for things and
services (it’s so much nicer when it’s free!). Some guests may question expenses (such as a PPV movie not

seen), they may complain about the high cost of some items (such as any item in a mini-bar), or they may just
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Vocabulary III:

irritate /'r.o.tert/- qiciqlandirmagq ,asoblosdirmok

attention/o'ten.[on/-digqot ,zonn

exacerbate/ig zaes.a-.bert/- pislogdirmok ,osoblogdirmok

attempt/o"tempt/- tosobbiis

argue/ a:rg.ju:/- miibahiso etmok

unique/ju: ni:k/- geyri adi,tokraredilmaz (being the only existing one of its type or, more generally, unusual,
or special in some way)

treat/tri:t/- qonaq etmok roftar etmok ,davranmaq ,miialica etmok

step/step/- addim, addimlamaq

individual/ m.do'vid3.u.ol/- fordi (a single person or thing, especially when compared to the group or set to
which they belong)

fault/fa:1t/- sohf ,yanlis (a mistake, especially something for which you are to blame)

authority/o'0o:r.0.ti/- solahiyyat,hakimiyyast

initial/1'nif.al/- ilkin

outcome / avt.kam/- natico ,hasil

placate/ pler.kert/- sakitlogdirmok, konliinii almaq

READING:Problems and Complaints
Taking the Complaint

VcheE a kcustomer first makes a complaint, take a ‘ HOW MUCH
b e DOES IT COST?

It can be difficult to remain impassive in the face of

criticism, but an emotional response will only serve to
irritate the customer further.

Give the customer your full attention and listen to the whole problem before responding.

Put yourself in their shoes - if you had a problem, you would want someone to listen to you. Appearing
disinterested, or attempting to argue back, will only exacerbate the situation.

Don’t jump the gun

You might deal with complaints on a regular basis, and may well have handled a similar situation before.
However, for the customer, their complaint is unique to them. Treat them as an important individual by listening

to their problem in full.
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Try to understand

In the face of a complaint, it’s easy to be defensive - particularly if you don’t believe you’re at fault. However,
you have to put yourself in the customer’s shoes. If you were on the receiving end of their experience, would
you personally be satisfied?

Always use your initiative when dealing with complaints

If the blame lies with one particular member of staff; it is often best to remove the customer from their presence.
This can defuse tension and emotion, and help the customer to reevaluate their anger.

However, never pass the customer around from person to person

Each complaint should ideally be handled by one staff member. Therefore, you should always ensure that the
person assigned to the case has the authority to deal with the situation.

Finding a Solution

Once the customer has aired their grievance, you should immediately ; V‘\

give a sincere apology. S atisﬁ ed ‘

Any number of factors could have contributed to the issue, and you

might not be at fault. However, you need to take responsibility for C’ﬁis S ati S
the problem. Sometimes, an apology is all it takes to placate an

fied

angry customer.

Customers never want to hear excuses
However, you are fully entitled to briefly explain why they didn’t receive the standard of service they expected.
This should take place after you’ve listened to their complaint and made an apology.

Sometimes, a complaint will be followed by a request for compensation - typically a refund or a voucher.
However, customers often haven’t planned beyond making the initial complaint. In these cases, ask the customer

for their desired outcome. This makes them feel both involved and valued.

3.4. TOLOBOLAR UGUN FOALIYYOTLOR ‘.I’

=

. First write formal and informal greeting types in the below
Geetings:
FORMAL.: INFORMAL:
. Now students must find expressions which we use while departing.
. Get divided into two big groups. Ask each of them to write a gesture that they know for greeting. They
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may use internet if they have an opportunity.then they must look for its meanings in different countries.

. On occasion, you may find yourself in a situation where you have to introduce one person to another.
Prepare a role play.

. You work at the reception of Sunshine Hotel. Take this phone conversation. Remember to ask for
confirmation in writing:

- Phone and book a room at the ......... Hotel

1. Say hello and ask to book a room.

2. Give details of the room you’d like.

3. Say how many nights you’d like to stay.

4. Ask what is available.

5. Ask the price of a double room.

6. Accept the double room and say why you must book a room quickly.

7. Offer to confirm by e-mail.

8. Offer to send credit card details.

9. Agree with the confirmation details.

10. Say Goodbye

You are a receptionist and you are talking to a customer on the phone. Role play the conversation with your
partner.

Change the name of the hotel, hotel’s location and period of accommodation at the hotel.

. We are going to do a Hotel-Reception role-play now.

Some of us will be Customers. (Look at this page.)

Some of us will be Hotel Staff. (Look at the previous page.)

Customer:

You are a tourist. You need a room for the night.

Single or double rooms are OK. Sharing with other people is not OK.

. Ring various hotels. (Sit back to back or use your cell-phone.)

Decide which hotel is best for you. Make a reservation for tonight. Here is some sample language:

Are there any tours from the hotel? Does it have cable TV?

Can I have a morning call? How much is it for one night?

Do you accept VISA? Is breakfast included?

Do you have any doublc rooms? Is it far from the subway?

Do you have any single rooms? Is tax included?

Does it have a shower? Is there a bus downtown?

Does it have a telephone? Is there a bus to the airport?
Does it have a TV? Is there a restaurant in the hotel?
Does it have a view? What time do I have to checkout?

L Does it have an Internet connection? What time is breakfast? )
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Which hotel did you choose? Write the details here:
I made a reservation at the.......................... Hotel.
The cost was §.............. for one night.

I paid by check/cash/credit card.

English for tourism, Calling a Hotel

Complete the following phone conversation.

Receptionist: Thanks for calling Fairmont Hotel. Jane speaking .................c.coooviiiiiinin. ?
Caller: Hallo. My name is Ben Stuart. I'm interested in bookinga ................... for the last weekend of June.
Receptionist: I'm afraid we're totally booked for that weekend. There'sa .................... in town and we're

the closest hotel to the convention centre.

Caller: Oh, I see. Well, what about the weekend after that?
Receptionist: So ... Friday the 5 th July?

Caller: Yes, Friday and ...,

Receptionist: It looks like we haveafew ................... left. We recommend that
you make a reservation, thoug. It's still ..................oooiiiin season. “ ~
Caller: Okay. Do you have any rooms with ............. Beds? We're a family of - X
five. E 17| ’
Receptionist: Yes, all of our rooms have two double beds. We can add ﬁ;’_is“.'ml
an extra bed. The ......................... for that weekend is $95 a night

?

Caller: Okay. Do you accept credit cards?
Receptionist: Yes, we do. We do require a $30 credit card deposit to hold the room. You can cancel up to three
days in advance and we will refund your deposit.

Caller: Great. Thank you very much.

Receptionist: ...

. Write a word (F.e.reservation) .Ask students to write words related to this word.
. Prepare a role play.

. Make a role play. Which other expressions would you use for asking repeats.

Man: (Mumbling ‘Have you seen a green pen anywhere?’)
Woman: [’m sorry, I didn’t quite catch that.
Man: (Mumbling)
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Woman: Could you say that again?

Man: (Mumbling ‘Green pen, see it anywhere?”)

Woman: I’m sorry ... er I still didn’t get that.

Man: (Trying very hard but still mumbling)

Woman: Could you say that again?

Man: (Slightly frustrated and mumbling again)

Woman: One more time?

Man: (Mumbling)

Woman: No. Sorry. Nothing.

Man: (Mumbling)

Woman: Look! I can’t hear a word you’re saying.

Man: I said, ‘Have you seen a green ... pen?’ Oh, there it is!

. What phrases do you know to ask someone to repeat something?
. Read the dialogue.

Guest: Could I have the check please?

Staff: Of course sir, I'll be back in a moment.

Guest: [’d like to check out please.

Staff: Of course sir, could I have your room number and room key?
Guest: The room was 333. Here’s the key.

Staff: Did you use the mini bar sir?

Guest: Yes, | had a couple of sodas.

Staff: The total comes to $577.99. Will you be charging this sir?
Guest: Yes, put it on my Visa Card.

Staff: Sign here please. And thank you for staying with us.
Guest: There you go. Thanks

Staff: How will you be settling your bill sir?

Guest: I'll be paying by cash.

Staff: Yes sir, here’s the bill.

Guest: Excuse me, but what is this charge for?

Staff: Let me see, it’s for an apple pie.

Guest: But we didn’t order apple pie.

Staff: I’'m terribly sorry for the error sir. Let me refigure this. Here you go sir.

Guest: That looks right. Thank you.
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Staff: Sorry for the error sir, and please come again.

Staff: Would you like to pay for the tennis court in cash or charge it to your room?
Guest: Just charge it to my room please.

Staff: Yes sir, if you could just sign here.

Guest: There you are.

Staff: Thank you sir, have a pleasant day.

. Get divided into 5 groups. Ask them to prepare dialogues for solving the problems:

The guest didn’t order a beer with dinner

The bill had a charge for a deluxe burger, not a plain burger

The bill included a charge for 2 glasses of tea, the guest only had 1

The bill didn’t include 2 orders of ice cream

The guest got the wrong bill, for someone else’s order

. Read the dialogue.think another situation.Get divided into 4vgroups.Give them the following problem
situation and ask them to form a dialogue :

1) The guest didn’t like the meal, he doesn’t want to pay.

2) A tour operator has chosen a region for a family where the weather is very rainy and the family can’t enjoy
their holiday.

3) A guest of a hotel complaints about the untidiness of his room.

4) A guest booked a room two days ago,but when he or she arrives at the hotel the receptionist says that there

1S no vacant room.

Example dialogue Ne 1:

R : Good morning /Good afternoon/Good evening Sunshine Hotel, this is Esra. s that Mr Joe?

G : Yes.

R : You have a reservation at our hotel for tomorrow. However, you booking has been cancelled resulting from
a mistake of us.

G : How could that happen? What shall I do now? This is irresponsible.

R : You’re right, sir. We have just booked another room at a hotel nearby with the same facilities. All your extra
charges shall be paid by us.

G : Ok, but I do not know what I should say to you.

R : We are really sorry, sir. Please accept our apologies. Goodbye.
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Example dialogue No 2:

R : Good morning madam, are you available right now?

G : Yes.

R : I’'m calling from the Moon Hotel. I am calling you to confirm your reservation for 2 days as from December
15th for two single rooms. Can you please confirm that madam?

G : But, I booked for a double room.

R : Well, I should take a look at the records to see availability of the double room:s.

G : I would be really appreciated if you can find me a double room. As I wanted a double room, I booked a
couple of days ago.

R : Don’t worry, Madam, yes we have a double room available and I have booked it for you. See you on 15th
December. Goodbye.

G : Goodbye.

G : We asked you to reserve a parking space but car park attendant says the car park is full.

R : I’'m sorry, we overbooked the car park yesterday and today. I’ll reserve you a space for tomorrow.

G : We reserved connecting rooms but these are on different floors.

R : I’'m sorry. I’'ll change your rooms at once.

. What would you do if you were in the following situations?

1. After a very long and exhausting flight, you get into an argument with your partner because he/she

forgot to buy travelers checks. When you get to the hotel, you get a room that does not have a balcony even
though you had reserved a room with a balcony. Explain this problem with the room to the front desk.

2. After you check in to the hotel, you order a hamburger and fries for your two children from room
service. You order one hamburger well done and the other burger with cheese. When room service brings the
food, both hamburgers are rare and both have cheese. Your children complain and fight with each other over

the burgers. You explain to room service that the order is wrong. You are very frustrated.
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Talking about Restaurant Problems

3

2T

1. What does he want? 2. How does he feel? 3. What s annoying her?
Why?

4. What is annoying him? 5. Why is he shocked? 6. Why is he surprised?

7. What is that on my glass? 8. What is she thinking? 9. What happened?

Label the pictures with the following vocabulary. Then answer the questions. How can you solve the problems.
lipstick, glass, angry, man, bill, laughing, overcharge, service, expensive,teen, eating, restaurant, menu,

spilling, mess, coffee, pizza, fly, soup,cigarette, smoke, shocking, coughing
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. Write a word (F.e.reservation) .Ask students to write words related to this word.

. Prepare a role play.

Choose one of you as a receptionist. Then choose a student as a guest in the hotel. The guest’s name is Ms Riya.

Ms Riya has checked into the hotel in the morning. In the evening after returning from a city tour she wants to

have dinner in the Indian Restaurant. She calls the Front desk for the same. At the Front Office what should be

your course of action as a receptionist? Make a dialogue.

. Act out small dialogues using the expressions in the boxes.

buy a newspaper?
rent a car?
e  Would it be possible | buy air tickets?
to... get some souvenirs?
o [s there anywhere [ go for late-night
can ... entertainment?
e Canl ... arrange for flowers to be sent
to a friend?
have a sauna?
get a cup of coffee?
There'sa ... flower shop across the lobby
news stand along the corridor
bank in the basement
car rental office over there
souvenir shop next to the bus
sauna station
night club upstairs /
coffee shop downstairs
on the first floor
opposite the bank
. Create your vocabulary from the last text” Offering Help to the Customers”
. Complete the flow chart for the registration of a new arrival using words from A.

To allocate identification a guest history a key card preferences

room rack a registration card a walk- in guest status to swipe
a VIP a voucher

. Give the students the following situations.Ask them what

they’ll do if they were.
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1. You are in New York for the funeral of your favorite aunt. You have been distracted all day and have
been misplacing things. When you go to check out, you realize that you lost your hotel voucher that would give
you a 50% discount on the room. You feel overwhelmed and ask the room attendant to help you look for it.

2. You are having a terrible day. You lost your Broadway tickets, and your anniversary is ruined. You tried

to get replacement tickets, but the show is sold out. You go to the concierge to get suggestions on what else you

can do. You don’t know New York City at all.

JW Mariott HOTEL
FRONT OFFICE PROCEDURES
Process : Check- in & Check- out Code : Chk. 01
Subprocess : Check-in Revision : 1
Date : 21/12/ 2011
Procedure 1 — invidual arrivals with reservation
Greet guest
l
Check reservation details on computer
1
Ask for some form of (1)...cccovvvvvceenninenn.
1
Check guest (2) ..cooveeecneeecne. for status and preferences .No history? — Subroutine 1
1
Check (3) oovvviieeciecciecci and (4) ovvveeeiieee, suitable room
l
Check car parking needs
l
Complete registrations card
1
() credit card (or request agency (6) .....ccevvveeevreeeerrnnenn. if appropriate —
Subroutine 2)
l
Ask client sing (7) .oooveeiiiiniiiicceees keep hotel section.
|Hand client registration card and (8)..........cc.ccoveevveeennen. 52
l
Give room number and indicate location of lifts, restaurant, etc.
l
Give details of breakfast service
1
Welcome guest
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3.5. QiYMOTLONDIiRMO

Asagidaki qiymatlondirmo meyarina asason qiymatlondiracoksiniz:
“Qonaq gobul etmayi va salamlasmagi dialoglar vasitesilo gostorir.”

. Choose the positive and negatives.

POSITIVE NEGATIVE
Eye Contact
Tapping Hand With A Pencil
Chewing On A Pencil

Smiling

1.

2.

3

4

5. Listening Closely
6 Working

7 Animated Or Using Gestures When Speaking
8 Leaning Up Against The Wall

9

Standing Around Just Waiting

. Write some countries that they use the following gestures for greeting:

shaking hands , nod, hugs, kisses, Namaste, moving slightly a head down and up

. Look at the following ways of saying HELLO. Write the greeting ways in your language,
Turkish, Arabic and others.

BONJOUR - French

HOLA - Spanish

HALLO / GUTEN TAG - German

CIAO - Italian

OLA - Portuguese

NAMASTE - Hindi

OHAYO / KONNICHIWA / KONBAN WA- Japanese

N oo kb=
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. Complete the dialogue by using the words below.

sixth floor / spell / a reservation / 4 nights / Thank you / here’s your / single room/ right/

would you like / Good evening/ sign here/ your name/ Good evening / call him

Receptionist: ................... , Sir.
Guest: ....ooeiiinnn, Thave .................
Receptionist: And ................ sir?

Guest: Carlton

Receptionist: Could you ........... that, please?

Guest: C-A-R-L-T-O-N

Receptionist: .................. , Mr. Carlton, yes, a.............. and shower for ...............
Guest: That’s ..............

Receptionist: Could you just ...... please?

Guest: Yes, of course.

Receptionist: Thank you, sir. ............... key.
Guest: [t’sroom 612 onthe ................
Receptionist: ...........oovvvviennnnnn.. a porter?
Guest: Yes, please.

Receptionist: I’ll just............. Enjoy your stay.
Guest: Thank you.

Find out the adverb clauses in the following sentences and state the kind of each.
1. Even if it rains, I will come.
2. When you have finished your work, you may go home.
3. You can put it wherever you like.
4.1 did not buy that watch because it was expensive.
5. You must go whether you hear from him or not.
. Each of these proverbial sayings contains an adverb clause. Identify the adverb clause in each

sentence, and then compare your answers with those below.

1. While the cat’s away, the mice will play.

2. A lie travels around the world while truth is putting her boots on.
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If you don’t know where you are going, any road will get you there.

Memory is deceptive because it is colored by today’s events.

nok W

Never look down on anybody unless you’re helping him up.

Complete the following e-mail using the word below.

would like/ to reserve / a shower/ parking place/ arrive at
Dear Sir/Madam,
I(D)......... () R a room with twin beds on 12th of July for five nights. If possible I would like a room
with (3)..ccveeenenne. Jalsoneeda (4) .ccccoveevvennnnnen. for my car. We will (5)........ around 6 pm.
Regards/Sincerely
Jack Robertson

“Taklif va sikayatlari tohlil edir.”
. Write the correct word on the line that will complete the sentence. Shade your opinion nice boring
best connoisseur service prices painting think colors what impression disagree humble more top notch

particularly opera

1. What do you of the at the Hilton? 2. I think its , but at
these it should be. 3. I really like that in the main lobby, don’t 4.
Not really, I don’t like abstract and the are very loud. 5. In my ,
spending the night at the is one of the finest things in life. 6. I couldn’t more. [t
sounds incredibly 7. is your of Karon beach? 8. The sand is
, but I like Patong beach better because the trees that line the beach provide . 9.
In my opinion the 1983 Chateau Lafite Rothschild was the wine ever produced. 10.
Obviously you are no . The 1982 Chateau Leoville Las Cases is a superb
wine.
. Use each word once to complete the sentences.

accept solution apologize apologies

mistake complimentary problems make up for
room allocation again happened delay

Dear Mrs. Smith,

A) Please......... my sincere............... ONCE...ovrnrennannnnns
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B) [ am very sorry that this ................ And we were unable to find a................

C) I would like to offeryoua ................ weekend as our guest at the hotel to ................ the poor service

you received last week.

D) Thank you for your recent email.

E) Firstly, the long ............. in checking you in and then the .............. OVer your..............

F) We assure you of our best service in the future

G)ldo............. forall the ............ you experienced during your recent stay at our hotel.

Complete the questions using these words;

available / What is / late / service open / does / by / is / open

A) What time ......... the fitness-center close?
B)eoooii the latest check-out time, please?

C) Is the laundry ................. ?

I need these things ................. tonight.

D) Is the room.................... ?Tknow it’'sabit.................
E) oo the car park locked at night?

F) When does the bar ................. ?

Complete the answers for questions in Exercise 10 above using these words:

latest / 24 hour / fitness / same-day / available /service / opens / close at

A) Yes, sir, T00M ................ 1Siiiiiinnnn. until 10:00.
B)The ................. check out is at 11 am.
Ot 4 p.m
D) Yes, ma’am and there’s ...................... valet parking service.
E)The ................. and sauna ............... 10 pm
F) Yes, sir, thereisa ................. laundry service. A
R
. Try saying the following in a firm but polite voice. o//?
1. Can you put your bag in the tray? Q;'Q e
2. If you could take you watch off. Q(,
3. Pmsorry, but you can’ttake photos here. ‘ %
4. I’'m afraid you can’t use your mobile here.

Match the phrases from A with the phrases from B to create information and advice for tourists.
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A

1. If you travel with us to an airport,

2. If the destination you want is not listed in this timetable,

3. If you have a problem during the journey

4. If you have a complaint to make during your holiday,

5. If you don’t contact our representative before the end of your holiday,

6. If you have asked for a special diet,

B

a) please ask for assistance —we serve more than 1,200 towns and cities in the country.

b) we cannot accept responsibility for your complaint.

c) tell the driver at the earliest possible moment.

d) you may be asked to pay a small surchange at some hotels on the tour.

e) you must allow at least one hour between the coach arrival time and the flight check —in time.

g) you must contact our representatives at the resort before you return home.

“Miixtolif situasiyalarda yaranan problemlorin hslli yollarim tapir.”

. Match the definitions (a—f) with the vocabulary (1-6).

Vocabulary Definition

| PR accent

200, lisp

3. grumble

4. ... mumble

5., whisper

6....... stutter

° Write the correct word on the line that will complete the sentence. Will cash do mistake high

checks service how paying bill been charge settling a lot of brochure accept would receipt cash much
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. Write the correct word on the line that will complete the sentence. Will cash do mistake high

checks service how paying bill been charge settling a lot of brochure accept would receipt cash much

1. Will that be or ?

2. you VISA cards?

3. There are guests at the hotel during the season.
4. There isn’t information in this

5.A charge is included in the

6. will you be ?

7. This can’t be right! I think there’s a on the bill.
8. Canl some travelers ?

9. you like a ?

10. How you be your bill sir?

Complete these sentences with phrases below.There is often more than one match.
. The room is equipped with....
. The room measures. ..
. The room can seat...
. There are...
. The dimensions of the rooms...
. The room contains...
. The roomcan seat up to

. We have got...

O 0 9 N W A W N =

. The room has a capacityof...
10. We can divide. ..

a. a projector, a computer , and an internet connection

b. 20 metres by 30 metres

c. Up to 300 people

d. Refreshments

e. Break-out rooms on all floors

f. 10 metres wide and 35metres of long

g. Toilets and restrooms outside every main conference room
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10.
11.

Cambridge Dictionary English Dictionary

Oxford English for Careers. Tourism 1 Student’s Book

Oxford English for careers. Tourism 2 Student’s Book

Oxford English for Careers. Tourism 3 Student’s Book

English Lesson Plans for the Hospitality Industry

English for Tourism and Hospitality

Body Language Eating Habits

Welcome Teacher’s book. English for Travel and Tourism Industry
English for Catering and Tourism

Konaklama ve Sayahat hizmetleri. Mesleki yabanci dil 1

Internet resurslari
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