Test 1

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. The guide that has the most responsibility, the one that escorts 

groups __________ several countries, is the tour manager.

a) between;



c) about;

b) among



d) through.;

2. As soon as the General Manager __________ the application papers he was ready to interview the candidates from the short list.

a) looked over;



c) had looked over;

b) have to look over;


d) having looked over.

3. A travel agent shouldn't be afraid of responsibility and __________ remember that his job includes more than just running all over the world.

a) can;




c) has to;

b) needn't;



d) might.

4. Travel agents are careful to follow up every sale, as they realize that a sat​isfied customer __________ a repeat in the future.

a) is;




c) will be;

b) have to be;



d) needn't be.

5. Hotel stays often _________ by convenience, as well as corporate travel rates.

a) to be determined;


c) determined;

b) are determined;


d) determine.

6. Travel agency managers __________ the trained personnel,  travel agents, who are responsible for client servicing and tour promotion.

a) supervise;



c) increase;

b) accommodate;


d) familiarize.

7. __________ in history of the hospitality industry when remarkable progress was made within a relatively short span of time.

a) The periods;



c) The only periods;

b) There have been periods;

d) Throughout periods.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases.  The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Most resident hotels offers reduced rates for weekly, monthly or 

A


B

  C


 D

seasonal rentals.

2.  Throughout the 1800 s, American innkeepers improved their services


 A






B

and continuing to build larger properties.

 C

D

3.  A photocopying service is available at business Centre on any time.

     A



   B

 C


  D

4.  They are going to take hotel coach to the airport and so do we.

     A

   B


C


D

5.  A food and beverage manager should coordinating the various activities


A



     B

C

     D

of the staff.

6.  It is the duty of the advertising manager to identify the much effective


       A


B




C

media for promoting the hotel.


       D

7.  In a large hotel, front desk duties may  be  divide  among receptionists


A




B
C
       D

and cashiers.

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions about it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.
FOOD SERVICE WORKERS

Food service employees are generally broken down into two categories:

general workers and administration. The largest group of general workers can be subdivided into "Front of the House" and "Back of the House" employees. The "Front of the House" will include - waiters, waitresses, counter people who serve food, bartenders who create and serve drinks; dining room attendants who clean tables, remove soiled dishes and set up for future use. The second part of this group in the " back of the house" range from dishwashers who wash dishes, pots and clean the production areas to pantry personnel who prepare salads, sandwiches and other cold food items that may be needed. Janitors and porters are other necessary positions within this group and are needed to keep the operation, floor, and equipment clean and in good working conditions. This area may also include those producers of hot food, which are generally termed cooks and chefs. There is a continued hierarchy of these employees, which has a tendency to confuse the terms in a small operation. In general the term cook refers to those employees that produce the food particularly the "hot item." This leads to the position of 1st cook, head cook and sometimes the term chef as head person of this area.

The second group of workers in the food service area can be classified as administration and encompasses all of those employees who deal with the management of the employees who process, and service the food product: Here again the chef or the executive chef in many operations is the manager of "the back of the house" with a maitre or hostess being the manager of the "Front of the House". We can also have these same types of positions being filled by a production manager, service manager, banquet manager and service supervisors. This leads to a hierarchy of assistant food and beverage directors, to the top position of food and beverage director, and to district manager for chains and conglomerates. In some cases the owner becomes the Chief Executive Officer (CEO) and may be the manager/chef at the same time. In many institutional and industrial operations the allied profession of dietetics will also have dietitians not only as management personnel but as menu writers.

1. The text primarily discusses the point of

(A) service supervisors

(B) hotel service employees

(C) food service employees

(D) service managers

2. The underlined word "hierarchy" in line 12 means

(A) a system in  which people have different ranks or positions depending on how important they are

(B) a system in which people have shaky positions

(C) a system in which people have the same ranks or positions without depending on how important they are

(D) that it is not a system in which people have different ranks or positions depending on how important they are.

3. According to the text, "... this area may also include those producers of hot food, which are generally termed..."

(A) cooks and chefs

(B) janitors and porters

(C) general workers and administration

(D) production and service managers

4. Which of the following is true?

(A) Janitors and porters are other necessary positions who prepare salads, sandwiches and other cold food items.

(B) Janitors and porters are not necessary positions

(C) Janitors and porters are other necessary positions who create and serve drinks.

(D) Janitors and porters are other necessary positions and are needed to keep the operation, floor and equipment clean and in good working conditions.

5. It can be inferred from the reading that

(A) food service employees are not generally broken down into two categories

(B) food service employees are generally broken down into two categories

(C) food service employees are generally broken down into three categories

(D) food service employees are not generally broken down into any category

6. According to the text "... the "Front of the House" will include ..."

(A) janitors, porters

(B) service managers

(C) waiters, waitresses, etc.

(D) dishwashers

7. The main idea of the text is that

(A) the largest group of general workers can be subdivided into "Front of the House" and "Back of the House".

(B) food service employees are generally broken down into two categories: general workers and administration

(C) there is a continued hierarchy of the employees

(D) the second group of workers in the food service area can be classified as administration

Test 2

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen

1. Guests can find the names of hotels __________ special educational and recrea​tional programs through government tourist bureaus or through travel agencies.

a) are offering;



c) are being offering;

b) offering;



d) offered.

2. In most countries at the airport there is a security check when your carry __________ luggage is inspected.

a) on;




c) through;

b) about;




d) away.

3. In Europe and __________ train travels remain healthy and compete favourably with other means of transportation.

a) everyone;



c) elsewhere;

b) somewhere;



d) wherein.

4. 4. Inexperienced travelers can benefit from consulting an agent before pack​ing for a trip __________ they tend to take along too many unnecessary items.

a) that's why;



c) as;

b) though;



d) therefore.

5. Since tourism is one of the world's largest industries, the role of the travel agent __________ more professional in recent years.

a) has become;



c) becomes;

b) are  becoming;



d) is going to become.

6. The trainee will take telephone calls when he __________ practice in making out tickets, handling reservations and figuring out tariffs.

a) gets;




c) will get;

b) is getting;



d) might get.

7. Railways compete favourably with other means of transportation which re​sults in modernizing of equipment, addition of amenities __________ improved food service and more comfortable suites.

a) that like;



c) like;

b) likely;




d) as like as

II Directions.: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. A typical conference hotel may offers secretarial services and provide
     A





B



      C

guests with different equipment.


      D

2.  The first American Hotel, the City Hotel, opening in busting seaport of


A





    B

C

New York City, which at that time had a population of about 30,000.






            D

3.  The hotel will not take responsibility in valuables left in a room.



  A



   B

    C   D

4.  We are going to walk in the hills all day tomorrow and so do our 


  A

B


 C


    D

friends.

5.  The food service staff should serving guests and attend them in the 


    A


   B
      C


    D

dining room.

6.  Much resident hotels offer reduced rates for weekly, monthly, or 

       A



 B 

          C

seasonal rentals.



   D

7.  Linen articles placed in each room are indicate on the daily report.



A
B
    C


D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

HOTEL AND MOTEL OPERATIONS

Telephone

Because the system of accounting for hotels recognizes the telephone activity as separate department for revenue purposes, one often hears about the telephone department. But only in largest hotels there is a really separate organizational unit to match this designation, and in such hotels, it is headed by a chief operator. The telephone service in many properties is handled by a person who also serves as a second desk clerk. Many properties, particularly those of approximately 100 units with automatic phone systems, require the desk clerks to operate the switchboard as part of their regular duties.

Housekeeping
Housekeeping, that less-than-glamorous but essential department, is as much a production department of a hotel as the front desk and bell staff are service departments. It is clear that without clean rooms to rent, a hotel would have to close. For this reason, the management should always pay close attention to morale factors such as pay and worker recognition in the housekeeping department.

The housekeeping department is usually headed by an executive housekeeper. In a smaller property, a linen room assistant may double as an assistant housekeeper and inspector. In larger properties, the executive housekeeper will have at least one assistant and several supervisors, generally known as inspectors, who supervise maids in a designated area.

In some hotels, housemen take responsibility for cleaning the halls and heavy work such as moving furniture. There employees often form a separate subdepartment. Hotels with their own laundries often assign the supervision of that area to the housekeeping departments. Generally a working laundry supervisor or lead worker handles routine supervision under the executive housekeeper's general direction.

The Bell Staff
Many motor hotels do without a bell staff, because most of their guests prefer to "room" themselves. On the other hand, the bell staff plays an important role in the larger and more luxurious hotels. The process of rooming a guest includes more than just carrying luggage and showing a guest to a room. Rather, it begins when the clerk assigns a room. At this point the bellman takes charge, welcoming the guest in both word and manner and, on entering the room, demonstrating its operations and features. He or she shows the guest how to operate the air conditioning and turn on room and bath lights. The bellman will usually turn on the television and run through the channels and networks available. He may also indicate when the food service is open and provide other information the guest may need.

In luxury hotels, the concierge offers the guests important services. He or she is expert in giving directions to local attractions, securing tickets to shows, and recommending tours and other entertainments.

1. According to this reading,"... one often hears about..."

(A) the concierge department

(B) the telephone department

(C) the finance department

(D) the sales department

2. The inderlined word "it" in line 30 refers to

(A) the process of rooming

(B) the process of cleaning

(C) the process of phoning

(D) the process of inspecting

3. We can assume from the text that

(A) the telephone service in many properties is handled by a person who also serves as a first desk clerk.

(B) the telephone service in many properties is handled by a person who also serves as a second desk clerk.

(C) the telephone service in many restaurants is handled by a second desk clerk.

(D) the telephone service in many properties is handled by a person who doesn't serve as a second desk clerk.

4. Where in the text does the author inform you of the fact that "without clean rooms to rent, a hotel would have to close?"

(A) Line5

(B) Line7

(C) Line 12

(D) Line 23

5. Which of the following is true?

(A) The bellman takes charge, welcoming the guest in both word and manner.

(B) The bellman takes the manager's arm, welcoming him in both word and manner.

(C) The bellman takes the doorman's hand, welcoming him in both word and manner.

(D) The bellman takes the concierge by the hand, welcoming him in both word and manner.

6. The inderlined word “staff” in line 27 is closest in meaning to

(A) cast

(B) composition

(C) structure

(D) personnel

7. The underlined word “entertainment” in line 39 is closest in meaning to

(A) leisure

(B) sight

(C) amusement

(D) rest 

Test 3

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. An experienced travel agent realizes it is important to keep abreast of __________ developments in the field, to choose the right tour for the client.

a) the last;



c) the latest;

b) less;




d) the least.

2. Travel agents know that a client whose travel plans have been messed up __________ looking around for another agency in the future.

a) starts;




c) need not  start;

b) will not start;                  

d) is  starting.

3. A local guide __________ tourists when they enter the city, help them through customs, explain the money exchange and escort them to hotels.

a) can not meet;     


            c) have to meet;

b) is to meet;             


 d) are meeting.

4. This chain owns more than 235 hotels under 15 different brands and as​pires to add one new hotel __________ nine days.

a) so as;




c) about;

b) every;




d) as much as.

5. A good hotel is something __________the usual, it can make or break the tour.

a) upon;




c) with;

b) beyond;



d) about.

6. Hospitality industry is a facet of the travel business that __________ on accomo-dating the traveler once he or she gets to a destination.

a) leaves;



c) concentrates;

b) recommends;


d) refers.

7. Local governments support families who are ready to invite foreign guests into their homes and people __________ families abroad can be called sidewalk ambassa​dors.

a) visited;                        

c) have visited;

b) never visiting;                      

d) having visited.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. A guest house provide low-priced accommodation, usually on a small

   A


B





       C

scale, for holiday visitors or for long-stay guests.




      D

2. Adding hamburgers, hot dogs, and sandwiches to the menu, Howard 


A




     B

Johnson converting the store into the world’s first restaurant.



   C




       D

3. We have a lock-up underground car park, the entrance at that is 



      A


       B


C


behind the hotel.

       D

4.  They are going to have dinner at the restaurant and so do we.


     A

  B

  C


       D

5.  The convention service manager should formulating the final plans and



A



 B

C

handle the details.

        D

6.  Much room requests are simple inquiries about room availability and 


A

 B
C


 D

rates.

7.  Many hotels provide safety deposit boxes or a safe for guests wishing




A
  B



      C

store valuables.

        D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.
PRODUCT PACKAGING

"What the eye sees - the eye buys." While this old merchant's rule may be somewhat of an exaggeration, it does influence purchases. We do know that a guest can be influenced to purchase an item if it is packaged in an exciting way, i.e., to exceed the guest's expectation. It has been said that "people eat with their eyes." That figure of speech could be restated that people can be influenced to purchase with their eyes, noses, ears, and tongues. Many items can be merchandised through eye appeal such as size, color, texture, flambe, or unique serviceware. Merchandisers can also appeal to sound by sizzling platters. The appetizing odor of products, such as fresh bread and steaming spice blends, stimulate purchases. Providing guests with a "sample taste" is often used as a sales promotion technique. Food does not have to be exotic; as a matter of fact, it is often more marketable when it is familiar (i.e., steak, hamburger, chicken, seafood, prime rib, etc.). It is through packaging innovation that one makes common food in an uncommon way. The following are certain principles that food marketers should heed in their desire to create a perceived difference through product packaging.

1. All menu items should pass the D&B test. When planning a menu each item should be different and better than that served by the competition.

2. Not everything is merchandised. Feature items that are highly popular and profitable. An important exercise in menu analysis is ranking all menu items by their contribution margin (gross margin) and featuring those items with the highest contribution margin.

3. Exceed the guest's expectations. This requires competitive shopping. Attract the eye by the height of the center of the plate, i.e., a thick steak, mile high pie, etc.

4. Glamorous garnish (plate decorating). Garnish for attention and interest. One can capture the eye through interesting garnishes. Using the philosophy of the famed restaurateur Mike Hurst “THOU SHALT NOT USE PARSLEY,” fresh fruit and vegetables can create exciting sensory appeal and add to the taste experience. Think fresh - pineapple, melons, grapes, broccoli, cauliflower, etc.

5. Serviceware can differentiate.

When product differentiation is difficult to achieve through the menu item or the garnish, look to unique service and glassware. The Bella Grande Glass with five or six grapes inside can make something special out of a jug wine. Eggs and omelettes served in skillets or bread on a plank are examples of this approach.

6. Flambe and tableside attractions.

Perhaps there is no better way to influence a guest's purchase in an entertainment oriented restaurant than to flambe and prepare items at the tableside. I have often heard restaurateurs say that this service style requires experienced and formally trained service personnel. This is not necessarily so. We trained housewives and teenagers.

7. Make product a part of the ambience.

Call the guest's attention to products by designing them into the decoration. One packaging concept recently developed for a pizza chain featured a 16-foot salad bar. It was packaged with a great awning that was reminiscent of an old-fashioned grocery store with crates of fresh produce lined up behind a melange of ingredients. The salad bar promised a tasting experience. It was the featured decor item in the dining room. The guest salad frequency increased from one out of ten purchases to one in three. Restaurants can be so designed as to visually stimulate the guest purchase by using product packaging as decor.

1. Which of the following is true?

(A) Food has to be exotic.

(B) Food does not have to be tasty as a matter of fact.

(C) A guest can be influenced to purchase an item if it is packaged in an exciting way.

(D) A guest can't be influenced to purchase an item if it is packaged in an exciting way.

2. Which of the following is not true?

(A) It is through packaging innovation that one makes common food in an uncommon way.

(B) It is through packaging innovation that one doesn't make common food in an uncommon way.

(C) It was the featured decor item in the dining room.

(D) It has been said that "people eat with their eyes."

3. According to this reading, "...people can be influenced to purchase with..."

(A) their hands

(B) their hearts

(C) their eyes, noses, ears, and tongues

(D) their nerves

4. How many certain principles should food marketers heed in their desire to create a perceived difference through product packaging?

(A) 4

(B) 5

(C) 6

(D) 7

5. The underlined word "packaged" in line 3 is closest in meaning to

(A) required

(B) approached

(C) wrapped

(D) used

6. The underlined word "heed" in line 14 is closest in meaning to

(A) pay attention to

(B) payback

(C) pay down

(D) payoff

7. Where in the text does the author inform you of the following "... Garnish for attention and interest?"

(A) Line 5

(B) Line 11

(C) Line 24

(D) Line 32

Test 4

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Low cost cruise packages appeal to the economy-minded vacationists __________ alternatives to family car excursions.

a) so as;




c) as well as;

b) such as;



d) as.

2. Children's hotels are __________ strict government supervision and take good care of visitor's children.

a) under;




c) in order to;

b) without;



d) through.

3. If a travel agent __________ his client's needs, working out problems facing him will become sort of a game.

a) are understanding;               
c) understands;

b) will understand;                
d) have to understand.

4. The predominent element of cultural tourism is the desire to broaden hu​man knowledge and the term "culture" is used to express the "civilization", _________ by customs and traditions.

a) represented;



c) representing;

b) on representing;


d) to represent.

5. Camping excursions appeal to gregarious, sociable young people ___________ enjoy more casual living and don't mind sleeping in their sleeping bags and sharing work and fun with other.

a) whom;



c) who;

b) in whom;



d) whose.

6.  The immigration form, where you write you name, nationality, permanent address and the purpose of your trip, __________ filled in block letters.

a) can be;



c) has to be;

b) shouldn't be;



d) may not be.

7. A good agent must have first-hand information about tours he is advertis​ing, therefore, some agencies allow their employees __________ for traveling. 

a) extra time;



c) time lag;

b) in time;



d) no time.

II. Directions : In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1.  Resort hotels is situated in a place where tourists like to stay, often near




A



   B
         C

the sea.

       D

2.  By 1960 the motor hotel, or, as it is know today, the motel, had become


A



   B



    C

an influential part of the hospitality industry.



         D

3.  Soft drinks and a selection of beverages can be obtained under the


     A

B
        C



      D

refrigerator in your room.

4.  They are booking the theatre tickets and so do we.


    A

   B

   C

D

5.  The advertising manager should holding regular meeting with the 



A



B

  C

executive director and other department managers.






      D

6.  Many guests assume that the bell attendant is the many knowledgeable


A

  B

 C


   D

person in the hotel.

7.  In a large hotel, the controller may be assist by a budget controller or a

      A




  B
      C

credit manager.

         D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about  it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Tnen, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

SERVICE COUNTS

In recent years American business has awakened to the importance of service. There are many reasons for this interest, not the least of which is the fact that the service sector now dominates the U.S. economy. During the last quarter century, the U.S. economy has moved from one that was production oriented to one that is service oriented. This massive shift has caused a re-examination of the differences between good-producing businesses and service-producing businesses.) The motive for this re-examination is, of course, profits. Understanding how service businesses differ from goods-producing businesses helps executives manage better. An important by-product of this re-examination has been a better understanding of the importance of service in business that traditionally have been thought of as producers of goods.

What has become clear is that service can be a powerful competitive strategy that goods-producing companies can use to differentiate themselves from their competition. Because of these trends, service management has become one of the most discussed topics in American business.

Hotels provide both a product and a service. Hotels vary architecturally from modest functional economy to some of the most spectacular structures built by a society. Great hotels, like other great structures are in a way symbols of the society that produces them. All hotels, whether great or modest, reflect the purpose and function they were designed to perform. But there is much more to the hotel business than just what meets the eye. A physical product, once in the possession of a customer, is used without the need for continued participation on the part of the business that provided the product. A fountain pen, clothing, furniture, simple household tools, food, and houses are examples of products that have a very small service component associated with them. A product has a small service component if the consumer uses it without any need for further contact with the business that produces it. This, of course, is not the case in most hotels.

The physical aspects of a hotel do, of course, contribute to its ability to provide service. A hotel's  central location is a convenience to its guests; spacious, comfortable rooms are important to a good night's rest; attractive lobbies and public areas add to the ambiance of the building; efficient elevators save time. These physical features are all part of the "services" that hotels provide. However, the physical product, no matter how expensive or beautiful, is incapable of providing for the needs of its guests without the on-going and active participation of the hotel's staff.

1. What is the main idea of the text?

(A) Hotels provide only a product.

(B) Hotels vary architecturally.

(C) A fountain pen has a small service component.

(D) Service can be a powerful competitive strategy that goods-producing companies use to differentiate themselves from their competition.

2. We can assume from the text that                          

(A) service management has become one of the most discussed topics in American business.

(B) service management has become one of the most discussed topics in engineering.

(C) service management has not become one of the most discussed topics in business.

(D) service management has become one of the most discussed topics in French business.

3. The underlined word "service" in line 1 is closest in meaning to

(A) attribution

(B) attitude

(C) attendance

(D) atonement

4. The underlined word "manage" in line 8 is closest in meaning to

(A) complete

(B) report

(C) attain

(D) run

5. The underlined word "they" in line 19 is closest in meaning to

(A) aspects

(B) hotels

(C) reasons

(D) products

6. According to the text "... The physical aspects of a hotel do contribute to its ability to provide..."

(A) participation

(B) service

(C) orientation

(D) reexamination

7. Where in the text does the author inform you of the fact that the service sector now dominates the US economy?

(A) Paragraph 1

(B) Paragraph 2

(C) Paragraph 3

(D) Paragraph 4

Test 5

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Tourist counselors give __________ seminars to acquaint agents with new pro​grams and techiques in selling and suggest different modes of travel.

a) noisy;




c) colourful;

b) valuable;



d) pointless.

2. According to several hotel industry experts, expenditures for lodging __________ only moderately since 1993.

a) has increased;                  

c) have increased;

b) have to increase;               
d) has been increased.

3. If your trip __________ with Easter, you will be able to continue to Seville, Spain, and watch the dramatic processions during Holy Week.

a) will coincide;


c) coincides;

b) is to coincide;


d) coinciding.

4. Nowadays there is a lot of competition among tourist agencies __________, they must train their agents and see that they keep up with the latest developments in travel.

a) as;


                 
c) therefore;

b)as well as;                    

d) because.

5. Many trips now __________ for families by tourist agencies.

a) on planning;                   

c) are planning;

b) are being planned;             
d) are to plan.

6. Many tourists are green in air travel and they need detailed information on going __________ customs, declarations, re-entry papers and so on.

a) upon;




c) beyond;

b) through;



d) among.

7. Motor coach carriers feature new attractive terminals, unlimited travel passes, __________ food and beverage service.

a) even;




c) yet;

b) still;




d) nevertheless.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1.  Many conference complexes is constructed to attract conventioneers

       A




B


C

and tourists.


    D

2.  With the end of World War II, the hotel industry entered a new era of



 A





      B

prosperity, because Americans began travel as never before.






       C
        D

3.  Please, contact to the Duty Manager if medical attention is required.




A B



C

   D

4. We are going to take a tour around the city and so do our friends.


A

  B

C


   D

5.  The food preparing staff must designing menus and cook meals served



 A

     B

C
                   D

in the restaurant.

6.  Much lodging establishments, especially small motels and inns, are

A




B



      C

managed by their owners.




      D

7.  As hosts, we have a duty to make every guest to feel welcome, 




A

 B


 C

secure and comfortable.

         D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.
OVERVIEW OF THE HOSPITALITY INDUSTRY

What is the hospitality industry? To many people who are relatively unfamiliar with the industry this term can be vague and imprecise, they aren't really sure what businesses are part of the "hospitality industry". Is it an industry of hospitality business? Is it an industry of producing and selling hospitality? Is it an industry where hospitality is not merely a part of the business but is the very essence of the business? The answer is yes to each of these questions. With the assistance of Webster's Dictionary let's sketch an overview definition of the hospitality industry. "The hospitality industry is comprised of those businesses which practise the act of being hospitable; those businesses which are characterized by generosity and friendliness to guests." The term "Hospitality Industry" is here to stay, it is an umbrella term used to encompass many and varied businesses that cater to guests.

Now that we have a broad definition of the hospitality industry, we need to take a closer look and consider what specific businesses are most commonly associated with this industry. There is no definitive list that identifies all of the businesses that make up the hospitality industry. However, for  the purpose of our discussion and the scope of this text, we will focus on four businesses that comprise the major segments of the industry: food service, lodging, travel, and recreation. These four huge business segments of the national and international economy are unquestionably part of the hospitality industry, the term "hospitality" links these businesses together - it is a common bond they all share. Indeed, practitioners of food service, lodging, travel, and recreation businesses have generally adopted the position of being within the hospitality industry. 

How do we sketch an outline that includes these four segments of the hospitality industry, where would it start and where would it end? It would be virtually impossible to identify each type of business in the food service, lodging, travel, and recreation segments. But we can see that each of these four major segments has several smaller components, for example, lodging encompasses luxury hotels, all-suite hotels, etc. Although these smaller components within each segment are closely related, they are uniquely different and each provides their guests with varying types of hospitality services.

Let's now explore each of these four major segments of the hospitality industry in somewhat more detail. The next pages will examine the various types and characteristics of food service, lodging, travel, and recreational establishments. This will provide you with a better foundation from which to understand hospitality industry.

1. Which of the following is true?

(A) The hospitality industry is not an industry of producing and selling hospitality

(B) The hospitality industry is an industry of producing and selling drugs

(C) The hospitality industry is an industry of producing and selling hospitality

(D) The hospitality industry is an industry of producing and selling nothing

2. It can be inferred from the reading that

(A) the hospitality industry is not comprised of those businesses which practise the act of being hospitable

(B) the hospitality industry is comprised of those businesses which practise the act of being inhospitable

(C) the hospitality industry is not comprised of anything

(D) the hospitality industry is comprised of those businesses which practise the act of being hospitable

3. The main idea of the text is

(A) the four major segments of the industry: food service, lodging, travel and recreation are part of the hospitality industry

(B) the three major segments of the industry: food service, lodging and travel are not part of the hospitality industry

(C) the four major segments of the industry: food service, lodging, travel and recreation are not part of the hospitality industry

(D) the three major segments of the industry: food service, lodging and travel are part of the hospitality industry

4. The underlined word "unfamiliar" in line 2 is closest in meaning to

(A) unusual

(B) unnecessary

(C) unknown

(D) unimportant

5. The underlined word "hospitality" in line 4 is closest in meaning to

(A) friendliness

(B) hostility

(C) indifference

(D) cruelty

6. According to the text "There is no definite list that identifies all of the businesses that make up ..."

(A) the machine-building industry

(B) the hospitality industry

(C) the chemical industry

(D) the light industry

7. Where in the text does the author inform you of the purpose of this brief article to focus “on four bussinesses that comprise the major segments of the hospitality industry?

(A) Paragraph 1

(B) Pararaph 2

(C) Paragraph 3

(D) Paragraph 4

Test 6

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. __________ thousands of fans and admirers of sport came to Greece for Olympic Games from all parts of the region every year the first buildings for guests and ath​letes appeared.

a) Though;



c) That's why;

b) Since;




d) Therefore

2. Tourist agencies usually make up preferred lists of hotels to deal __________ and recommend them to clients.

a) about;




c) within;

b) on;




d) with. 

3. At the end of the XVIII century the people who visited different lands _________ to have a nice time were called tourists.

a) were ordered;                

c) of the order;

b) by order;                       

d) in order.

4. According to the package, children under twelve __________ to pay for logings.

a) haven't paid;                

c) have never paid;

b) don't have;                  

d) needn't have.

5. Any hotel likes __________ as a convention center, selling things like spacious and cosy convention rooms, parking space, good food and other features.

a) being known;               

c) hardly be known;

b) which is known;            

d) to be known.

6. Last month in this hotel they __________ us comfortable, spacious rooms, excellent home-cooked meals and VIP treatment.

a) offered;    



c) have offered;

b) were offered;      


d) has to offer.

7. A hotel and meal plan must be carefully chosen __________ the tour.

a) to break;



c) to explain;

b) to extend;               

d) to suit.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. A typical resident hotel are designed primarily for extended stays.

    A



  B


C

 D

2. Inkeeping was one of the first commercial enterprises, and the hospitality


A




B











was one of the first services for which money was exchange.

     C







      D

3.  You can hand in a telex here at the reception desk and we’ll send it off


  A


B





 C

to you.

    D

4.  They are arriving at 7.30 p.m. and so do we.


     A

   B


 C
D

5.  The tour and travel sales manager must being knowledgeable in the tour


A




 B
C

business and price negotiations.



        D

6.  Much of convention complexes are constructed with funding from local

      A
     B






C
D

governments.

7.  A daily work sheet is use by the staff to log the cleaning of each room.


A

     B
C

      D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions   about   it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

GUEST SERVICES

The Guest Services Department you see in most hotels is made up of the Bellman staff, and the Doorman staff. Depending upon the size of the hotel included in the Guest Services Department you may also add, the Concierge Department, Transportation Department, and Parking Valets.

In larger hotels, for example, arriving guests are met by a doorman who unloads their car, or taxi, and arranges for garaging, if needed. He will also transport their luggage to the reception area where it will be passed on to the bell staff. After the guest is registered, the front desk clerk will usually have the guest accompanied by a bellman to handle his luggage and take him to the room. During this time, the bellman will explain the various features and amenities in that particular hotel. If the hotel has a Concierge Department it works hand in hand with the bell staff in providing the needed assistance to make the guest's stay more pleasurable. For example, the Concierge Department at some hotels operates a specialty floor or a group of rooms with upgraded amenities; complimentary hors d'oeuvres, a lounge on that floor, and other VIP amenities at an extra cost. The Concierge Department will also assist the guest in anything from arranging restaurant reservation, obtaining tickets to local attractions, and helping with information pertaining to the city.

This is an overview of the Rooms Division of a hotel and motel. It is comprised again of the Front Office, which includes Reservations, the Housekeeping Department, and Guest Services Department. It is the key division of the hotel in terms of sales volume and contributes the majority of the profit to the overall operation of the hotel. It operates 24 hours a day, 365 days a year, and in less than a moment's notice be able to provide the required service to the guest. A good Rooms Division generally means that the hotel is operated very well.

1. The text primarily discusses the point of

(A) the Doorman staff

(B) the Concierge Department

(C) the Bellman staff 

(D) the Guest Services Department

2. We can assume from the text that

(A) arriving guests are met by a bellman, who unloads their car or taxi

(B) arriving guests are met by a doorman, who unloads their car or taxi

(C) arriving guests are met by the manager, who unloads their car or taxi

(D) arriving guests are not met by anybody

3. Which of the following is true?

(A) After the guest is registered the front desk clerk will usually have the guest accompanied by a bellman to handle his luggage.

(B) The guest is not registered.

(C) After the guest is registered the front desk clerk will usually have the guest accompanied by the manager to handle his luggage.

(D) After the guest is registered the front desk clerk will usually have the guest accompanied by another guest to handle his luggage.

4. The in underlined word "doorman" in line 5 is closest in meaning to

(A) a bellman

(B) a manager

(C) a guest

(D) a hall porter

5. The underlined word "it" in line 11 refers to

(A) the Transportation Department

(B) the Doorman staff

(C) the Parking Valets

(D) the Concierge Department

6. The underlined word "assistance" in line 12 is closest in meaning to

(A) persistence

(B) help 

(C) existence

(D) importance

7. It can be inferred from the text that

(A) a good Room Division generally means that the hotel is operated very well

(B) a good Room Division generally does not mean that the hotel is operated very well

(C) a good Room Division generally means that the hotel is not operated very well

(D) a poor Room Division generally means that the hotel is operated very well.

Test 7

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Airport service and chauffeur service are conveniences __________ by rental com​panies in the travel business.

a) offering;



c) have offered ;
b) having offered;           

d) offered.

2. Claim checks for each piece of luggage were inserted in the tickets and all the tourists were given their boarding passes after they __________ their luggage.

a) all weighed;                

c) have to weigh; 

b) had weighed;               

d) have weighed.

3. Business Tourism __________ commercial, official and congress tourism and in​cludes trips taken to establish commercial, official relations and participate in meet​ings to broaden one's professional interests.

a) complements;


c) supplies;

b) comprises;         


d) expels.

4. The advances __________ information technology are rapidly changing the nature of hotel reservations.

a) near;




c) over;

b) in;




d) the.

5. Between 1950 and 1970, international cartels of tour operators, bankers, ho​tel chains and transport groups __________ for new places to market as tourist resorts.

a) were looking;               

c) have looked;

b) have been looking;        

d) looked.

6. __________ most of the accessible nations of the third world were drawn into the tourist circuit.

a) throughout periods;          
c) by periods;

b) in this period;               

d) in the period of.

7. Third world nations eagerly accepted the tourism package __________ its economic promise.

a) never based on;               

c) on the basis of; 

b) to be based on;               

 d) basing on.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Luxury hotels provides every facility a wealthy guest might need.


A

B


  C


D

2.  The rate for one night was $250, which included three meals cooking


     A




B


    C

by Hilton’s mother.


  D

3.  For minor alterations to clothes, sewing, etc. contact to the 

      A



B

C

        D

housekeeper.

4.  They are leaving the city at 5.00 a.m. and so do we.


    A

   B    
    C


  D

5.  The advertising manager must working with outside advertising 



A



B

C

agencies to device promotional strategies.





  D

6. At much hotels three shifts are employed so that the front office

    A
B





    C

remains open 24 hours a day.





    D

7.  Hotel balance sheets are prepare at the end of each year.


A


B
C


D

III. Directions: In the Reading Comprehension section you wil read the text. The text is followed by a number of questions   about   it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

ORIGINS OF THE HOSPITALITY INDUSTRY

When ancient humans first ventured beyond their tribal settlements there were, of course, no hotels to accommodate them. Most likely, these early travelers were either warriors or traders. Traveling conquerors pitched their tents wherever they wished, but merchants seeking to trade tools, clothing, and livestock in new lands placed a high value on hospitality. Early travelers traded merchandise, such as ornaments, cloth, or animals, for lodging. Almost certainly, innkeeping was one of the first commercial enterprises, and hospitality was one of the first services for which money was exchanged.

The inns of Biblical times offered little more than a cot or bench in the corner of a room or stable. Most such establishments were no more than private residences that offered temporary lodging to strangers. Guests stayed in large communal rooms where sanitation or privacy was non-existent. The rates were reasonable - about 2 cents per night - but the company was rough; travelers shared the same quarters with their horses and livestock.

The most famous lodging event is related in the King James version of the Bible. Mary and Joseph were turned away by a Bethlehem innkeeper because "there was no room at the inn." According to Biblical scholars, the innkeepers may have meant that the room was unsuitable for a woman about to give a birth. At the time, and for several centuries afterward, men and women shared the same accommodations, accompanied by their horses, chickens, goats, and sheep. The stable where Mary and Joseph spent the night was probably almost as comfortable as, certainly more private than, the inn itself.

In the third century A.D., the Roman Empire developed an extensive system of brick-paved roads throughout Europe and Asia Minor. For the convenience of travelers, a chain of roadside lodges was constructed along the major thoroughfares, extending from Spain to Turkey.

It was not until the Industrial Revolution of the 1700s that European taverns began to combine food and beverage service with lodging. Even so, little attention was given to sanitation. Beds as well as rooms still had to be shared  with  other travelers, and the rates were steep. But the early European inns and taverns where merchants and soldiers spent the night were unsuitable for aristocrats. To accommodate wealthy travelers, luxurious structures were erected, with private rooms, individual sanitation, and all the comforts of a European castle. These elegant new establishments adopted the French word for mansion, hotel, and their rates were well beyond the means of common citizens.

1. It can be inferred from the text that 

(A) innkeeping was one of the 1st commercial enterprises 

(B) inhospitality was one of the 1st services for which money was exchanged 

(C) guests stayed in posh hotels 

(D) sanitation or privacy was existent in large communal rooms

2. Where in the text does the author provide the French word for mansion, hotel

(A) Paragraph 1 

(B) Paragraph 3 

(C) Paragraph 4 

(D) Paragraph 5 

3. The text primarily discusses the problem of 

(A) accommodation 

(B) transportation 

(C) litigation 

(D) competition

4. According to the text,"... the rates were about 2 cents... " 

(A) per night 

(B) per annum 

(C) per capita 

(E) per yard

5. The author mentions the fact that

(A) men and women shared the same accommodations, accompanied by their horses, chickens, etc.

(B) men and women didn't share the same accommodations, accompanied by their horses, chickens, etc.

(C) men and women wanted to share the same accommodations, accompanied by their horses.

(E) men and women shared luxurious structures, accompanied by their friends.

6. The underlined word "cot" in line 9 is closest in meaning to 

(A) a hut

(B) a pigsty 

(C) a sheep-cote 

(D) a cattle-shed

7. The underlined word "privacy" in line 12 is closest in meaning to

(A) solitude 

(B) comfort 

(C) entertaining 

(D) poverty

Test 8

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. __________ all statistical data in the tourism business is almost impossible.

a) To discover;                   

c) In discovering;

b) Having discovered;       

d) Discovery.

2. Inside the hotel the elevator, electronic equipment and sound system __________

from Japan recently.

a) are being imported;           
c) are all imported;

b) have all been imported;       
d) must be imported.

3. __________ a guide is expected to be a walking encyclopedia tourists often ask him about entertainment and shopping, climate and suitable clothing. 

a) Though;



c) So that;

b) As;




d) That's why.

4. Most sales managers prefer that their salespeople select medium-priced accommodations __________ in the field.

a) when;




c) provided;

b) than;




d) as well as.

5. Pre-payment of the estimated cost is __________ by many reliable rental companies nowadays.

a) sponsored;



c) delayed;

b) required;



d) avoided.

6. Besides great profit from conventions, they bring many people, __________ future clients.

a) who become;             

c) which hardly become;

b) who have become;    

d) who became.

7. Shipping lines adapt their services to modern trends and nowadays new smaller one-class ships __________ larger three-class vessels.

a) replaced;



c) replacing;

b) are replacing;


d) replaces.

II Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. One-star hotels offers a higher standard of accommodation, 20 percent



 A
B      C

of bedrooms containing a private bathroom.




D

2. The first hotels became important social center and welcomed any




   A


B


C

one who could affording the rates.




     D

3.  Travelers cheques can be cashed in the cashier’s desk at any time.


A



       B

C

D

4.  The clerk is instructing the tourists and so does the receptionist. 

      A


B
   C


D

5.  Before leaving, the housekeeper must closely checking for the items



A



B

C

needing repair.

           D

6.  Because less delegations come to take part in the conference the 



A



B






manager should coordinate group events.



   C

           D

7.  Every quest should be permitted an opportunity express any problems




A
B



     C
    D

or complaints.

III. Directions; In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about  it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

HOTEL WORKERS

As lodging operations have become more complex, the emphasis on training is increasing. Demand for individuals with special skills and training from universities, junior colleges, technical institutes, vocational schools, and high schools is increasing. Also, many employees, particularly managers, undergo comprehensive on-the-job training programs.

To provide the many services they offer, lodging establishments employ workers in a wide variety of occupations. These usually are classified as professional, middle management, and service and craft occupations. Professional positions such as general manager, food and beverage manager, rooms manager, personnel director, and administrative chef generally require considerable education, formal training and job experience. Jobs such as bellhop, cleaner, bartender, and waitress generally require less training.

Lodging establishment managers and assistants are responsible for the profitable operation of their establishments. They determine room rates, oversee restaurant operations, and supervise the staff. In small lodging establishments a general manager performs all these tasks, but in large hotels a general manager usually has several assistants, each responsible for a separate department, such as food service, sales, or personnel.

Nearly all lodging establishments employ workers who take room reservations, bill guests, and furnish information. Most of these workers are front office clerks who greet guests, assign rooms, handle mail, and collect payments. The remainder are cashiers, bookkeepers, telephone operators. secretaries, and other clerical workers whose jobs are much like clerical jobs elsewhere.

In addition, hotels employ many other workers who are also found in other industries. Among these are accountants, personnel workers, entertainers, and recreation workers. Maintenance workers, such as carpenters, electricians, stationary engineers, plumbers, and painters, also work for hotels. Still others include detectives, barbers, cosmetologists, valets, gardeners, and parking attendants.

According to the federal government employment in this industry is expected to expand more slowly than the average for all industries through the 1980s. Although new lodging establishments are expected to be built to take advantage of in-town, interstate highway, or resort locations, desirable sites are becoming scarce and very expensive. As a result, many owners are expected to rehabilitate and modernize existing properties rather than construct new properties. In addition to openings resulting from growth, thousands of workers will be needed each year to replace those who retire, die, or leave the industry.

Most of the anticipated employment growth will stem from the need to staff new lodging establishments. Although employment is expected to increase in both luxury and economy motels as federal expenditures for highways and other transportation systems stimulate travel, both business and pleasure travel are sensitive to economic and business conditions. More lodging establishments are adding facilities and services for recreation in an effort to attract greater numbers of travelers, particularly from nearby areas. Older lodging establishments unable to modernize are likely to experience low occupancy rates that may force them to reduce cost by eliminating some services and workers. Meanwhile, thousands of temporary jobs will continue to be available each year in resort hotels and motels that are open only part of the year.

1. Which of the following is true?

(A) In addition, factories employ many other workers who are also found in other industries. 

(B) In addition, hotels employ many other general managers who are also found in other industries.

(C) In addition, hotels employ many other workers who are also found in other industries.

(D) In addition, hotels do not employ many other workers who are also found in other industries.

2. Which of the following is not true?

(A) Jobs such as bellhop, cleaner, bartender, and waitress generally require much training. 

(B) Jobs such as bellhop, cleaner, bartender, and waitress generally require less training.

(C) Many employees, particularly managers, undergo comprehensive on-the-job-training programs.

(D) Most of these workers are front office clerks who greet guests, assign rooms, handle mail, and collect payments.

3. The underlined word "they" in line 6 refers to 

(A) employees 

(B) guests 

(C) vacationers 

(D) consumers

4. The underlined word "bellhop" in line 11 is closest in meaning to 

(A) a busboy

(B) a busman

(C) abellboy

(D) a bellman

5. The word "employ" in line 19 is closest in meaning to 

(A) hire

(B) expand 

(C) expect 

(D) exceed

6. According to this reading, "... demand for individuals with special skills and training from universities, junior colleges, technical institutes, vocational schools, and high schools is ..." 

(A) reducing 

(B) lowering 

(C) increasing

(D) decreasing

7. Where in the text does the author inform you of "rehabilitation and modernizing existing properties"? 

(A) Line 2 

(B) Line 4 

(C) Line 5 

(D) Line 6

Test 9

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. At the end of the year, travelers in Japan may enjoy the outstanding New Year's celebration, which lasts several days and __________ a different event each day.

a) features;



c) discusses;

b) improves;



d) supports.

2. Travel operators offer familiarization and workshop tours __________ in a short time agents can obtain first-hand knowledge of the tours they are selling.

a) nevertheless;


c) because;

b) though;



d) so that.

3. Computers and property management systems __________ so fundamental to hotel operations throughout the 80-s and 90-s that a basic understanding of them is essen​tial.

a) have become;



c) become;

b)  are becoming;


d) had to become.

4. The future if   hotel      innovations in the hospitality industry and com​munications techniques __________ a new competitor for hotels.

a) represent;



c) will represent;

b) are representing;


d) have to represent.

5. The hospitality industry includes hotels, restaurants, and other institutions that offer shelter and/or food to people __________ home.

a) that are at;                    

c) by the;

b) nearly out of;                 

d) away from.

6. Residence Inns have a grocery-shopping service available without cost to their guests and also food delivery __________ from local restaurants.

a) arranging;                   

c) arranged;

b) have arranged;               

d) may be arranged.

7. After the lecturer __________ the effect of tourism on the gross national product and employment, he touched on some other impacts, both favorable and unfavorable.

a) has exposed;                

c) had exposed;

b) was exposing;               

d) have to expose.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1.  A typical all-suite hotel offer above-average facilities at mid-market

     A



   B

C


D

rates.

2.  Tremont House built in 1829 by I. Rogers was the first to offer private




  A

  B



     C

rooms with to lock doors.



D

3.  You can get beverages at the mini-bar.


  A

B
  C  D

4.  They are going to check-out soon and so does their mother.



   A

B

C

     D

5.  The manager refuses to accept either of the four new proposals 





A
B
       C

made by the contractors.


     D

6. Because there are less guests at the restaurant tonight than there were




    A





B
       C

last night, two waiters can have days-off.






        D

7.  The front office manager may be required assist front desk clerks



A


      B


     C

during the peak operating hours.


   D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about  it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter ofthe answer you have chosen.

COURTESY IS OUR SECRET INGREDIENT

The term "hospitality industry" encompasses a very broad spectrum of individual businesses, including hotels and motels, travel agencies, and visitor attractions, to name but a few. All of these varied businesses have in common the fact that their "product" is a complex mixture of physical, social and emotional components. The product of a restaurant is much more than the food on a plate; also included are the physical atmosphere, cleanliness and a feeling of service employee competence and concern. A restaurant must be more than a supermarket of prepared foods. So too, the modern hotel must offer its guests more than a bed, it is a sanctuary of physical and mental comfort, a home away from home. Every facet of the hospitality industry provides a product that requires the proper mixture of diverse elements. Citing the restaurant again, the experience of fine food on a plate will be destroyed if the bathrooms are filthy, the waiter is grouchy or the people at the next table have a fight.

The product of any hospitality business is comparable to a properly prepared food, the main ingredient is necessary but not sufficient: a piece of beef alone does not make beef stew. Other ingredients in exact proportions and precise preparation techniques are needed. In many cases some of the ingredients are not separately identifiable in the finished product, they have blended in to the point of being indistinguishable. Nevertheless, without all of the ingredients, "something" would be missing. Courtesy is the "secret ingredient" of all hospitality service. The personal concern one shows for the guest and ability to anticipate a customer's needs, subtle but evident in every employee action, mark the difference between an average operation and a success-oriented enterprise.

Perhaps the best way to begin a discussion of courtesy is to recall one's own experiences in restaurants, hotels, airline terminals and other hospitality service operations. Was hospitality - that is, courtesy - part of the experience? The food, room, transport or the service/product can exist without courtesy but courtesy is the ingredient that makes the experience pleasingly memorable. Without courtesy one is a customer rather than a guest, a consumer rather than a patron, a number rather than a person.

It must be recognized that courtesy in the hospitality industry came very close to being a "dead" issue. A frightening number of opinion polls documented the belief among management, employees and customers that service was a thing of the past, and that decreased customer satisfaction was the price we must pay for increased availability and economic efficiency. Courtesy was decreed by many to be a lost art. The loss was variously blamed on the attitude of the employee, the ignorant demands of the guest, and/or the profit motive of the manager. The list of such "reasons" was endless.

The apparent inevitability of this belief led to a move to eliminate as far as possible all customer contact with employees. The strategy appeared simple. If guests complain about a lack of employee courtesy, eliminate the employees! The age of self-service was born, augmented by a trend to replace employees with machines. It was possible, thanks to technology, to feed hundreds of people, obtain food cost and occupancy statistics for a property in minutes, make reservations around the world in seconds, preserve food indefinitely, and numerous other miracles unheard of only a few years ago. It might be said that the industry's love affair with technology led to a confidence that all human contact between the guest and the employee could be eliminated thus solving the problem of courtesy once and for all.

1. It can be inferred from this reading that 

(A) courtesy is the "secret ingredient" of all hospitality service. 

(B) courtesy is the "secret ingredient" of all security service. 

(C) courtesy is the "secret ingredient" of all medical service. 

(D) courtesy is the "secret ingredient" of all education service.

2. What can we assume from the text?

(A) The experience of fine food on a plate will be destroyed if the bathrooms are filthy.

(B) The experience of fine food on a plate will be destroyed if the waiter is not grouchy.

(C) The experience of fine food on a plate will be destroyed if the people at the next table smoke.

(D) The experience of fine food on a plate will be destroyed if the bathrooms are out of order.

3. Which of the following is true?

(A) Courtesy is the ingredient that doesn't make the experience pleasingly memorable.

(B) Courtesy is the ingredient that makes the experience pleasingly memorable.

(C) Courtesy is the ingredient that makes the experience incredibly rude.

(D) Courtesy is the ingredient that makes the experience unbearable.

4. According to this reading,"… if guests complain about a lack of employee courtesy, eliminate 

(A) the doorman

(B) the general manager

(C) the employees

(D) the chef

5. The underlined word "it" in line 8 refers to 

(A) a hotel 





(B) a campus 


(C) a cot



(D) a camping

6. The underlined word "grouchy" in line 12 is closest in meaning to 

(A) pleasant 





(B) good-looking

(C) grumbling

(D) dishonest

7. The underlined word "apparent" in line 39 is closest in meaning to 

(A) obsolete 





(B) ordinary

(C) well-grounded

(D) obvious

Test 10

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that  corresponds to the letter of the answer you have chosen. 

1. Seasons celebrations are a big travel incentive __________ travel agencies advertise trips that take advantage of the festivities in many countries. 

a) as soon as;                       

c) in spite on this; 

b) therefore;             
    

d) throughout. 

2. When Ukraine became an independent state, a chain of National travel bu​reaus __________ throughout the country.

a) had to be organized;             
c) had been organized;

b) were organized;                    
d) would be organized.

3. Governments support various projects to create a friendly attitude like the "Hi-neighbor" program, "Meet Us in Our Homes" plan, that give information about families __________ to invite travelers into their homes. 

a) have will;



c) willed;

b) willing;



d) will have. 

4. Those days travelers in England __________ to London to see the huge illuminated fir tree in Trafalgar Square.

a) had done;



c) went;

b) have done;



d) must go.

5. The jet-lag, a difference between the time you are accustomed to and the new time, is not so __________ for young people as it is for older passengers.

a) disturbing;



c) boring;

b) guaranteed;



d) preferable.

6. Group tours are the most profitable in the tourism business __________ it is impor​tant for an agent to circulate in groups and capture groups.

a) because;



c) nevertheless;

b) as;




d) that's why. 

7. Intourist, the official Soviet agency for foreign travels, __________ in 1926 to cater to all kinds of tourism inside and outside the country.

a) was set up;                  

c) it was set up;

b) that was set up;           

d) was to be set up.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. A standard motel provide one parking space per quest room.


A



B
      C

     D

2. As a teenage, Hilton had earned his keep by to meet the train stopping


A



B

  C

D

in San Antonio at 3 a.m.

3. Soft drinks can be obtained on the mini bar.


  A

   B

        C
D

4. We are looking for the bar and so do those people.



A

B

     C
      D

5.  There are a large supply of souvenirs in the hotel shop.



      A

      B

C
    D

6.  Because there are less members present tonight than there were last





    A




B

C

night, we must wait until next meeting to vote.








  D

7.  While they were away at the beach, they allowed their neighbors


A

     B





C

use their barbeque grill.

     D

III. Directions: In the Reading Comprehension section you mil read the text. The text is followed by a number of questions   about   it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

THE FULL-SERVICE RESTAURANTS

The term full service refers to the style of service in the dining room, the menu and the style of preparation. A traditional full-service restaurant offers a wide variety of menu choices, and most full-service restaurants prepare most of their food "from scratch" (that is, from fresh or raw ingredients). Waitresses and waiters serve the food. Some chains operate full-service restaurants, but most such restaurants are "independents." These are single operations, privately owned and not affiliated with any other food service organization.

There are really three kinds of full-service restaurants: first, the independent luxury restaurants specializing in haute cuisine
 and, second, such lower-priced operations as neighborhood restaurants with simple and inexpensive fare, usually prepared "from scratch" and served by waitresses. These operations are sometimes called mom-and-pop restaurants, because they are often family concerns in which one spouse supervises the cooking while the other looks after the front of the house. Mom-and-pop restaurants are increasingly threatened by franchised and chain fast-food and coffee shops and budget steak house operations, which offer competitive prices in more modern surroundings.

The third kind of full-service restaurant grew up during the 1930s and 1940s. These restaurants are usually from three to five times the size of the first two, and they use semi-skilled cooks working under close supervision in a recipe kitchen, in which the cooks follow recipes exactly, weighing and measuring each ingredient. The recipes and the supervision largely replace the skills of the chef. The meals are moderately priced.

For convenience, we will refer to the classic, "from scratch" full-service restaurants as haute cuisine restaurants. Haute cuisine restaurants remain popular, but they are usually found only in heavily populated areas that can supply enough customers who can afford the relatively high prices - as much as $50 to $199 or more per meal, including wines. Haute cuisine restaurants must charge these high prices to recover their costs and earn enough profit to pay their highly skilled employees and repay the owners for their efforts and capital risks. Because of their high food standards, haute cuisine operations tend to be quite small. At the other end of scale is the neighborhood restaurant, denoting the mom-and-pop firm that offers a full-service menu at decidedly lower prices.

Many, though by no means all, full-service restaurants are currently experiencing financial difficulties, because they are labor intensive, which means that they require a large number of employee hours per guest served.

1. It is inferred from the text that 

(A) there are three kinds of full-service restaurants.

(B) there are two kinds of full-service restaurants. 

(C) there are five kinds of full-service restaurants. 

(D) there is only one kind of full-service restaurants.

2. The text primarily discusses the problem of 

(A) the travel business 

(B) the lodging business 

(C) the full-service restaurants

(D) the family's income

3. Which of the following is true? 

(A) Waitresses and waiters serve only beverages.

(B) Waitresses and waiters serve the food.

(C) Waitresses and waiters earn enough money to pay their highly skilled employer.

(D) Waitresses and waiters charge high prices to repay the owners for their efforts.

4. Which of the following isn't true?

(A) The independent luxury restaurants use semi-skilled cooks. 

(B) Mom-and-pop restaurants are increasingly threatened by franchised and chain fast-food and coffee shops.

(C) The third kind of full-service restaurants use semi-skilled cooks. 

(D) The meals are moderately priced in the third kind of full-service restaurants.

5. The underlined phrase "haute cuisine" in line 9 is closest in meaning to 

(A) posh lodging 

(B) elegant dining

(C) modern kitchen 

(D) rotten food

6. The underlined word "chef" in line 21 is closest in meaning to 

(A) a doorman

(B) a guest 

(C) a cook 

(D) a bellboy

7. The underlined term "full service" refers to 

(A) the style of service in hotels and motels 

(B) the style of service in the housekeeping department 

(C) the style of service in the Guest Services Department 

(D) the style of service in the dining room, the menu and the style of preparation.

Test 11

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. __________ tour companies offer de luxe service, with carpeted motor coach inte​riors and all window seats.

a) Every;



c) Less;
b) A few;



d) The whole of. 

2. Additional services leave __________ that hotels give a special treatment for its

guests.

a) information;



c) impression;

b) service;



d) expectation.

3. __________ the tourism industry to the people the economic benefits can be more

fully shared.

a) In return;                   

c) Returning of; 

b) By returning;               

d) Not to return.

4. The tourist resort __________ separate from the daily life of the people.

a) should be kept;             

c) is to keep;

b) must keep;                 

d) is keep.

5. A local guide is expected to give information about historical, religious and

cultural aspects and to arrange sightseeing tours __________ the city.

a) between;



c) upon;

b) among;



d) within.

6. The tourists filled in the customs declaration and were given a boarding

pass after they __________ to the customs officer.

 a) are talking;                  

c) have to talk;

 b) had talked;                 

d) have talked.

7. Every tourist of this group will have to pay extra at the customs, if his lug​gage __________ more than 30 kg.

a) can weigh;                 

c) weighs; 

b) will weigh;                

d) is to weigh.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1.  About 2 per cent of American hotels  is operated exclusively as full-time


A




   B


 C
D

residents.

2.  The first American hotels became important social centers and

      A




B

welcoming anyone who could afford the rates.


C



    D

3.  You can get snacks on room service at any time.



A
      B

C
  D

4.  My friend is waiting for me in the hall and so does his wife.

      A

     B


C

     D

5.  The housekeeper should performing the room check to verify the




     A

B



C

room status.


D

6. When the hotel is full, more rooms need to be cleaned and a much



    A
  B


C


D

housekeeping staff is needed.

7.  If the cashier is employed handle payments, it is the clerk’s duty

    A




A


to direct guests to the cashier.

    C

         D

III. Directions: In the Reading Comprehension section you "will read the text. The text is followed by a number of questions  about  it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

DEVELOPMENT OF THE FRANCHISE

The business begins with an idea which will meet the needs of the buying public. The entrepreneur tests the product or service and refines the system in several operating units. The developer may build and manage several units. If a more extensive market expansion and a quicker penetration are desired, the entrepreneur may turn to franchising. By selling franchises to others the franchisor will expand the business and receive an additional source of operating funds. The new franchisees will help share in the expense of advertising and promotion of the product or service and will benefit by being part of a larger and proven system.

The franchisor prepares a "disclosure statement" which is made available to those who might be interested in purchasing a franchise. The purpose of the disclosure statement is to give information to the prospective franchisee concerning those who are offering the franchise and the nature of the business. It will describe the business background of the officers of the franchising corporation, give information relating to the financial stability of the organization, discuss the nature of the franchisor -franchisee relationship and outline the initial and continuing assistance to be given to the franchisee. Past or present litigation in which the franchisor has been involved will be explained in the disclosure. The requirements to purchase supplies or equipment from the franchisor are also described.

Once an offer to purchase a franchise is made by an investor and accepted by the franchisor, a contract is signed. This becomes the legal document which binds the franchisor-franchisee business relationship. The contract may be made for the operation of units in a particular geographical or market area, the number of units to be developed, and the length of the contract. In the case of a lodging franchise, the contract will identify the number of rooms to be constructed on the property and the related services to be offered. The cost of the franchise and subsequent royalty and fees to be paid are also stated in the contract.

The initial cost of a restaurant franchise may range from $5,000 to $40,000, although some are considerably higher, with the average being $21,000. The initial term may be between 5 and 20 years and may be renewed at the pleasure of both parties. For lodging establishments, the fee is often based on the number of rooms to be constructed. This fee is usually subject to a minimum amount and a range from $30 to $300 per room. The more elaborate the rooms and establishments, the more expensive the cost of the franchise. The fee is payable at the time the contract is signed.

For this fee, the new franchisee is entitled to receive a standard set of blueprints, complete operating manuals, management training for the franchisee at an operating unit and training for employees prior to, and usually during, the operating of the new unit. Some franchisors will aid in site selection and provide assistance in selecting suppliers while others will not, leaving this to the discretion of the new franchisee, providing franchisor standards are met.

1. What is the purpose of the disclosure statement in this reading? 

(A) To give information to the prospective franchisee concerning those who are offering the franchise and the nature of the business. 

(B) To cheat the prospective franchisee.

(C) To slow down purchasing a franchise.

(D) To give a note to the prospective franchisee.

2. The underlined word "entrepreneur" in line 2 is closest in meaning to

(A) a salesman 




(B) an employee 

(C) an employer

(D) an operator

3. The underlined word "it" in line 12 refers to 

(A) the contract 




(B) the dismissal wage

(C) the disclosure statement

(D) the discount prices

4. Which of the following is true?

(A) The business begins with an idea which will meet the needs of the buying public. 

(B) The business begins with the product which will meet the needs of the buying public. 

(C) The business begins with an idea which will meet the needs of the reading public. 

(D) The business begins with an idea which will meet the needs of the shop-owners.

5. Which of the following isn't true? 

(A) Once an offer to purchase a franchise is made by an investor and accepted by the franchisor, a contract is signed. 

(B) Once an offer to purchase a franchise is made by an investor and accepted by the franchisor, the disclosure statement is signed.

(C) This document should be examined and confirmed by the prospective franchisor. 

(D) The cost of the franchise and subsequent royalty and fees to be paid are also stated in the contract.

6. According to the text,"... This fee is usually subject to a minimum amount and a range from $30 to $300 per..." 

(A) capita 

(B) post 

(C) rail 

(D) room

7. Where in the text does the author inform you of the initial cost of a restaurant franchise?

(A) Paragraph 1

(B) Paragraph 2 

(C) Paragraph 3 

(D) Paragraph 4

Test 12

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Properties and agencies work closely together to make the most suitable contracts, __________the comfort of the client and their own profitable financial arrangement.

a) which are both to consider;

c) considering both;

b) both considered;



d) both to consider;

2. The tour our agent has in mind for the new client __________ by the tour director now and will include visits to six European cities.

a) has been worked out;


c) will be worked out;

b) is worked out;



d) is being worked out;

3. Though various aspects of the hotel business are important, like the restaurant and the rental of meeting rooms – the main income is derived __________ room rental.

a) against;




c) from;

b) among;




d) for;

4. Clients rate highly different features of the hotel -  __________ appreciate a homey atmosphere, the other – VIP treatment.

a) all of them;




c) everyone;

b) some;





d) they all;

5. The group left for Europe only after the reservations __________, so all the participants were completely carefree.

a) have been secured;



c) having secured;

b) have to be secured;



d) had been secured;

6. Even during unfavorable weather the room occupancy at top seaside resorts never __________.

a)  breaks off;




c) turns off;

b)  falls off;




d) puts off;

7. Faxing, copying, and typing are available at most hotels, and guests __________ rooms to have two phone lines and functional desks.

a) can expect;




c) have to expect;

b) may expect;




d)should never expect;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. A resident hotel are designed primarily for extended stays.

     A


B

    C



D

2. The first economy Hotel, Travelodge, opened in Tacoma, Washington








A

in 1956 but the chain did not expanding nationwide.

    B


        C

   D

3. Postage stamps are available at the sales desk under working hours.



 A

B
C


D

4. I am leaving the hotel at 7.30 and so do my children.

       A 
    B

C

D

5. The food and beverage manager should balancing food and beverage


A




B
C

accounts at the end of each day.



     D

6. The advertising manager should identify the most effective media for 



A



B


C

promoting the hotel to its many likely customers.





      D

7. Front office personnel are required keep statistics about arriving and




 A

B
C


     D

departing guests.

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about  it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

ORGANIZATION OF A LARGE HOTEL

A large resort complex is a complete, modern living complex. The guest rooms are the "homes" of the hotel's temporary residents, and the meeting rooms are their places of business. The hotel's offering of several restaurants provides options for purchasing food and beverages with varying degrees of formality. Recreational facilities such as golf and tennis courts, and retail shops such as gift boutiques. salons, and news-stands, complete an environment that is virtually self-contained. To manage and operate this complex residential system requires a large staff organized into numerous departments.

Administration
The resort is managed by an executive director who is aided by a director or general manager and a staff of assistant directors or assistant managers. The assistant directors are the heads of the various departments working under the supervision of the director. The human relations department, or personnel department, is part of the administration and is responsible for recruiting and hiring employees, implementing in-service training programs, and enforcing personnel policies and procedures.

The Rooms Department
The rooms department of a large hotel has a large staff of front office, housekeeping, and bell service employees. The front office is subdivided into smaller, separate departments for reservations, room control, and guest communications. The housekeeping department is further divided into two departments for room cleaning and laundry service. The bell service is overseen by a service supervisor or bell captain.

The Food and Beverage Department
A large hotel operates a formal restaurant, an informal coffee shop, and cocktail lounge, to provide guests with optional food and beverage services; it also operates an employee cafeteria. The food and beverage manager is aided by a head chef, restaurant manager, coffee shop manager, beverage supervisor, storeroom supervisor, and kitchen steward. The staff reporting to the kitchen steward is responsible for dishwashing, kitchen maintenance, and the polishing of silverware. In addition, a cafeteria manager oversees food and beverage service provided to employees of the hotel.

1. Which of the following is true? 

(A) To manage and operate this complex residential system does not require a large staff organized into numerous departments. 

(B) To manage and operate this complex residential system requires a small staff organized into numerous departments.

(C) To manage and operate this complex residential system does not require any staff.

(D) To manage and operate this complex residential system requires a large staff organized into numerous departments.

2. It can be inferred from the reading that 

(A) the resort is managed by an executive director who is aided by a director or general manager and a staff of assistant directors or assistant managers. 

(B) the resort is managed by an assistant director who is aided by a director, or general manager and a staff of assistant directors or assistant managers. 

(C) the resort is not managed by anybody.

(D) the resort is not managed by an executive director who is aided by a director or general manager and a staff of assistant directors or assistant managers.

3. According to the text,"... The assistant directors and the heads of the various departments work under the supervision of..." 

(A) the bell captain 




(B) the kitchen steward 

(C) the director

(D) the beverage supervisor

4. We can assume from the text, that 

(A) the room department of a large hotel doesn't have a large staff of front office, housekeeping, and bell service employees. 

(B) the rooms department of a large hotel has a large staff of front office, housekeeping, and bell service employees. 

(C) the room department of a small hotel has a large staff of front office, housekeeping, and bell service employees. 

(D) the rooms department of a large hotel doesn't have any staff of front office, housekeeping and bell service employees.

5. The underlined word "boutique" in line 5 is closest in meaning to 

(A) a department store

(B) a small shop with fashionable clothes, shoes or jewellery 

(C) a grocery store 

(D) a watchmaker's shop

6. The underlined word "resort" in line 10 means 

(A) a place where a lot of people spend their holidays

(B) a place where a lot of people do not spend their holidays 

(C) a place where a lot of people work on their holidays 

(D) a place where a lot of people spend their childhood

7. The underlined word "it" in line 25 refers to 

(A) an informal coffee shop 

(B) a large hotel 

(C) a large restaurant 

(D) a small hotel

Test 13

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. High on the list of construction and maintenance work done for tourism are the new and remodeled airports to accommodate __________ planes, highways, freeways, railways and modern docks.

a) more and larger;


c) the most and largest;

b) more or less;


d) the more the larger;

2. Some governments limit numbers, choice of lodging and __________ sightseeing, which is conducted under the supervision of government guides.

a) still;




c) yet;



b) besides;



d) even;

3. Managers should encourage agents to stop and think systematically __________ the planning of the trip.

a) since;




c) instead of;

b)  after;




d) before;

4. __________ to give advice, an agent must have first-hand information on the tour he plans for his clients.

a) Being best qualified;

c) Better qualified than;

b) The best qualified;


d) To be better qualified;

5. Financial experts __________ with pricing and pay-out for planning different types of tours and effective advertising campaigns.

a) might be concerned;

c) having concerned;

b) are concerned;


d) would be concerned;

6. It is __________ that we find ways to return tourism to the people so that the experience of travel will enrich all.

a) a difficulty;



c) a requirement;


b) an invention;


d) an obstacle;

8. A few years ago many airlines __________ fare reductions for those under thirty and some a twenty per cent discount for reserved fares.

a) have begun to offer;

c) have to being;

b) beginning to offer;


d) began offering;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Numerous health-oriented resorts provides specialized  services and


A




B


     C

facilities, including outdoors activities.



   D

2. In XIX century, in Europe, sanitary lodging continued to be regarded as




A


   B

C

privilege to be enjoying only by aristocracy.




  D

3. Snacks can be obtained into room service at any time.


       A

B
  C


D

4. They are redecorating the Hotel lobby and so do we.


  A

B
C


  D

5. Before beginning to clean rooms the housekeeper must inspecting each



A

B





C

room to verify the status.


  D

6. When the hotel is full, much rooms need to be cleaned, and a larger





  A

  B

 C

housekeeping staff is needed.


D

7. If quests require assistance with their luggage, it is the clerk



A


      B


C

notify the bell captain.

       D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions   about   it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

OPEN FOR BUSINESS 8,760 HOURS PER YEAR

There are 8,760 hours in a year. Hotels are open for business every hour of every day of every year. That's really something! Colleges are pretty busy places, but they are open, including summer schools, only about forty weeks out of each year, and then only five days each week and usually no more than fourteen hours a day. That adds up to 2,800 hours, which is less than one-third the number of hours a hotel is open. Excluding about five holidays, a bank is usually open from 9 a.m. till 5 p.m., five days per week, Saturday until noon, fifty-two weeks per year. That's a total of 2,196 hours per year, or just one-fourth that of a hotel.

A neighborhood restaurant may be open six days a week, fifty-two weeks per year from 11 a.m. till 11 p.m. These are long hours, 3,744 hours in a year, but that's only about 43 percent of that of a hotel.

There are other businesses that run round the clock each day of the year. Some gas stations and convenience stores are examples of rather uncomplicated businesses that are always open. Hospitals are an example of a complex service that is provided round the clock. There are, however, few examples of retail businesses that operate at the level and pace of a hotel throughout a twenty-four hour day. A hotel's kitchen can be finishing up a banquet at 10 p.m. one evening and preparing for a large breakfast meeting at 7 a.m. the next morning. Night clubs stay open late into the evening, public spaces must be cleaned and maintained after midnight to be ready for the morning traffic, maids must sometimes clean every room in the hotel if it experiences a heavy checkout and checking on the same day. Vital equipment must be repaired without loss of guest service. Room service and restaurant service must be available, in many hotels, twenty-four hours a day. Each guest's bill must be updated every day. Hospitals often provide only emergency services in the evening. Incredibly, many hotels are capable of providing nearly all guest services twenty-four hours of each day.

It's no wonder that people who work in hotels usually describe them as twenty-four-hour-a-day businesses! One long-time executive called them "little worlds that never close". Only certain kinds of dedicated people can survive in this business. Another characterized the hotel business as "relentless" while a third said it was "not for the faint of heart".

1. It can be inferred from the text that 

(A) hotels are twenty-four -hour-a-day businesses 

(B) hotels aren't twenty-four-hour-a-day businesses 

(C) hotels are "little worlds" that are always closed 

(D) hotels are "little worlds" that are never open.

2. Which of the following is true?

(A) Only certain kinds of dedicated people can inquire about this business 

(B) Only certain kinds of dedicated people can survive in this business 

(C) A lot of dedicated people can survive in this business 

(D) Only certain kinds of dedicated people can't survive in franchising.

3. Which of the following isn't true? 

(A) A neighborhood restaurant may be open 6 days a week 

(B) Colleges are pretty busy places 

(C) A bank is usually open from 9 a.m. till 5 p.m.

(D) A bank isn't always open from 9 a.m. till 5 p.m.

4. The inderlined word "it" in line 20 refers to 

(A) a night club 

(B) a hospital 

(C) a bank 

(D) a hotel

5. According to the text, "...Vital equipment must be repaired... ." 

(A) with loss of guest service. 

(B) without loss of guest service. 

(C) at the expense of customers. 

(D) at the general manager's expense.

6. The underlined word "relentless" in line 30 is closest in meaning to 

(A) ruthless 

(B) lifeless 

(C) shameless

(D) heartless

7. The underlined verb "to run" in line 12 means 

(A) to manage 

(B) to go by 

(C) to fly 

(D) to escape

Test 14

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. In the economy __________ the importance of tourism and hospitality industry is increasing each year.

a) the whole of;


c) in the whole;

b) as a whole;



d) to the whole of;

2. When an agent __________ first-hand information, he will be better qualified to give advice to his clients.

a) will have;



c) has;




b) must have;



d) is to have;

3. Some hotel operators are finding that they can’t compete successfully __________ local top quality food service restaurants.

a) in;




c) with;




b) of;




d) through;

4. Driving in foreign countries is very popular nowadays, __________ when people have a lot of time and can travel the side roads and byways.

a) especially;



c) rarely;


b) personally;



d) exclusively;

5. Governments support various projects on protecting and advertising national parks, sponsor expositions __________ wide appeal.

a) there have been;


c) they have;

b) that have;



d) which has;

6. Young people __________ to travel now, and enjoy many advantages: fare reductions, discounts, scholarships.

a) having been encouraged;

c) are being encouraged;

b) are to encourage;


d) will be encouraged;

7. This program, __________ equivalent to corporate rates, was recently expanded to more than 80 hotels around the world.

a) about;




c) without;



b) on;




d) around;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. A typical all-suite hotel offer separate sleeping and living areas,

    A



    B


C

along with other benefits.


D

2. In 1928 Willard Marriott converted his chain of root beer stands into 






A




B

sandwich shops to specializing in barbecue sandwiches.




      C


D

3. Foreign newspapers are available at the new-stand on any time.


A



B    C


    D

4.  The receptionist is filing documents and so do the other clerks.

      A


 B



C
      D

5. In a restaurant, the executive chef must managing both the kitchen and







A
B
    C

the dining room.


D

6. Much hotels have both a coffee shop for casual dining and a fine 

       A

             B

restaurant with a more formal atmosphere.



  C
   D

7. In recent years, bell attendants have begun assume many of the duties


A



     B

    C

    D

of a concierge or guest services manager.

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about  it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

THE GUEST SERVICES DEPARTMENT

A large hotel has several retail shops operated by independent concessionaires - business owners who rent space from the hotel. The guest services manager is the hotel's communications link to these shop owners. A concierge is employed to arrange sightseeing tours and book community events. A typical large hotel might also operate a travel desk where guests can book air transportation, car rentals. or other services. 

The Marketing and Sales Department

The marketing and sales department of a large hotel might have five units. Besides advertising. sales, and banquet sales departments, a full-time convention sales manager and a convention manager might also be employed to sell and to coordinate, respectively, the hotel's convention services. The convention sales manager is responsible for planning meetings and determining rates. The convention manager coordinates the services of the various divisions or departments, such as food and beverage service, bell service, and engineering, as the convention is held.

The Accounting Department

The accounting department of a large hotel is managed by a controller, or accounting manager. The controller's staff might include a budget controller, credit manager, and payroll manager. In addition. an accounting manager may supervise a staff of cashiers, auditors, and accounting specialists.

The Security Department

The example resort has a director of security who supervises a full-time staff of watchmen, house detectives, and security systems specialists. The emphasis in most hotels, large or small, is on the prevention, rather than detection, of security problems.

The Engineering Department

The expanded engineering department of a large property is supervised by a director of engineering and employs a staff of engineers, mechanics, plumbers, electricians, painters, carpenters, and carpet/upholstery specialists.

1. It can be inferred from the text that

(A) A concierge is not employed to arrange sightseeing tours and book community events. 

(B) A concierge is employed to arrange something else. 

(C) A concierge is employed to arrange sightseeing tours and book community events.

(D) A concierge is not employed to arrange anything.

2. Which of the following is true?

(A) The convention sales manager is responsible for planning meetings and determining rates. 

(B) The convention sales manager is not responsible for planning meetings and determining rates.

(C) The convention sales manager is responsible for planning and determining something else. 

(D) The convention sales manager is not responsible for planning anything.

3. We can assume from the text that 

(A) the accounting department of a large hotel is managed by a controller, or accounting manager. 

(B) the security department of a large hotel is managed by a controller, or accounting manager. 

(C) the marketing and sales department of a large hotel is managed by a controller, or accounting manager.

(D) the guest services department of a large hotel is managed by a controller, or accounting manager.

4. According to the text, " ... the guest services manager is the hotel's communications link to these..." 

(A) shop assistants 

(B) shop owners 

(C) shoppers 

(D) shop stewards

5. The underlined word "concessionaires" in line I means 

(A) business owners who rent space from the hotel 

(B) business owners who do not rent space from the hotel 

(C) business owners who do not rent anything 

(D) business owners who rent something else

6. The underlined word "owner" in line 3 is closest in meaning to 

(A) a coordinator 

(B) a proprietor 

(C) a controller 

(D) a supervisor

7. The underlined word "security" in line 21 refers to 

(A) purity 

(B) curiosity 

(C) safety 

(D) activity

Test 15

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Governments assume __________ for protecting national parks, sponsoring national expositions, and supporting families who are ready to invite foreign guests into their homes.

a) advisability;



c) usability;

b) responsibility;


d) desirability.

2. __________ travel operators have knowledge of all areas and all carrier services, they are experts in organizing different types of tours. 

a) That's why;



c) As;

b) Though;



d) So that.

3. An airline, a car rental agency, and a hotel __________ the same customer, but the services they provide differ strikingly.

a) shouldn't share;             

c) may share; 

b) can't share;                 

d) had to share.

4. Travel and tourism are as American as baseball, hot dogs, apple pie as Americans __________ a billion trips each year.

a) take out;



c) take away;

b) take over;



d) take after. 

5. Recently tourism ___________ by more leisure time, rising family incomes, and more favorable demographic trends.

a) had grown;



c) has grown;

b) grew;




d) will grow. 

6. Although the typical workweek has stayed at 40 hours for many years, flex time and other flexible scheduling arrangements __________ more people more leisure time throughout 80-s and 90-s.

a) are giving;     


c) gave;

b) has given;          


d) have to give. 

7. Tourism impotance to the hospitality industry is obvious, and some parts of the industry, __________ hotels, derive almost all their sales from travelers. 

a) so as;      



c) such as;

b) as well as;              


d) as soon as.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. “Five-star hotels” is luxury hotels offering the highest international



A
   B


C
 D

standards.

2. In XIX century innkeeper continued to build larger properties and






A
      B

C

improving their services.

         D

3.  A photocopying service is available under Business Centre at any time.

     A


    B


    C


        D

4. I am not feeling very well and so does my wife.


A

B

     C
     D

5.  The housekeeper must preparing up-to-day room status report and send



     A

B
C




D

it to the front desk.

6. The convention service manager position is one of the many demanding



A




B  C

 D

in the hospitality field.

7. It is important for front desk personnel greet every guest with a pleasant



        A


       B


     C

smile and a warm greeting.




        D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions   about   it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

LIKES AND DISLIKES OF BEING A GM

These successful hotel managers get enormous satisfaction from being in charge of a complex organization. They also love having enough independence to be creative and to do things their way. They enjoy the fast pace, the variety of people they interact with, and the number of different activities they engage in each day. Because the results of their efforts can often be seen rather quickly, they also enjoy the instant gratification that comes with seeing success quickly. These considerations accounted for over 71 percent of their answers. Only three of the GMs mentioned financial compensation as an element leading to job satisfaction. These outstanding GMs like the power and prestige of their jobs and thrive on the daily challenges their jobs present. They know they are good and like it when their accomplishments are recognized. Really good hotel GMs would not be very suited to staff positions, no matter how high they are paid. Limit their freedom of action and power, and they will be unhappy executives. Limiting the variety of their activities would also lead to job dissatisfaction. Nor would they be happy in jobs where the time between action and results was very great.

One of the things these outstanding executives savored about their jobs was the fact that they were responsible for running a total business. If the hotel succeeded, they could and did take credit for its total success.

1. According to the text, "...These considerations accounted for over .." 

(A) 17 percent of their answers 

(B) 70 percent of their answers 

(C) 71 percent of their answers 

(D) 700 percent of their answers

2. The inderlined word "they" in line 2 refers to 

(A) barristers 

(B) hotel managers 

(C) salesclerks 

(D) interpreters

3. The abbreviation "GM" in the tittle of the text means 

(A) general magistrate

(B) general manager 

(C) guided missile 

(D) general magician

4. The underlined word "gratification" in line 6 is closest in meaning to 

(A) money 

(B) gratitude 

(C) help 

(D) prudence

5. The underlined word "successful" in line I is closest in meaning to 

(A) persuadable 

(B) perspicuous 

(C) perspective 

(D) perstilent

6. It can be inferred from this reading that 

(A) GMs could and did take credit for its total success. 

(B) GMs don't like the power & prestige of their jobs. 

(C) GMs get enormous dissatisfaction from being in charge of a complex organization. 

(D) GMs don't enjoy the instant gratification.

7. Where in the text does the author inform you of the results of the inquiry? 

(A) Lines 2-3    

(B) Lines 6-7    

(C) Lines 10-11  
(D) Lines 16-17   

Test 16

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Last fall, Hilton Hotels __________ BusinesSavers, a package that includes local phone calls, outgoing faxes, movies, and health club use for $10.

a) have launched;


c) having launched;

b) have to launch;


d) launched;

2. Soon managers __________ an environment that makes the hotel room an extension of your workplace.

a) are creating;



c) have to create;

b) will create;



d) don’t create;

3. According to several hotel industry experts expenditures for lodging __________only moderately since 1993.

a) has increased;


c) have increased;

b) have to increase;


d) has been increased;

4. Many hotel workers even get lessons __________ employee and guest appreciation.

a) on;




c) within;



b) before;



d) of;

5. A good manager has a relaxed, __________ policy with his workers and can answer any hotel-related question within 30 seconds.

a) confidential;



c) open-door;

b) open-eyed;



d) complicated;

6. Everything seems to be more pulled __________ in top hotels and customers can feel the difference.

a) through;



c) together;


b) around;



d) between;

7. Some hotels are providing a __________ variety of services, definition of quality, and a renewed emphasis on reaching their target market.

a) the widest of;


c) less wider;

b) wider;




d) the more the wider;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases.  The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. An airport hotel provide accommodation for people going to or coming

     A


  B



C

from other countries, usually only staying for one night.







D

2. The early motels were small so-called Pop and Mom properties owned 




  A

B



 C

and operating by couples.


    D

3. If you want to get something to eat on your room you should dial 4.



       A


B
C


D

4. They are going to stay at this resort and so do we.


  A

B
    C


D

5. The advertising manager should preparing advertising budgets and 



A



B

C

evaluate the effectiveness of promotional programs.




D

6. Much guests automatically assume that the bell attendant is the most
      A




B




C

knowledgeable person in the hotel.




          D

7. If the front office is the “nerve center” of a hotel, the business office is 




  A


     B




 C

the “brain”, where all the activities are plan and analyzed.







       D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions   about   it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

SERVICE IN THE HOSPITALITY INDUSTRY

"Have it your way", "Service with a smile", and "We do things right" are all recognizable advertisement slogans which represent a firm's dedication to serving the customer. Good intentions, however, are not sufficient to satisfy today's demanding, but discriminating customer. All elements of the service delivery system are important, however it is the end result which the customer remembers. A positive end result or positive residue is only achieved by providing pleasant anticipation and experiencies. Developing positive residue involves functions which are performed in each of the divisions of management. No one area of an operation alone can accomplish positive residue in the mind of the customer. To achieve this all areas must work together.

The Nature of Service

Businesses designed to produce services, such as restaurants, hotels and resorts are involved in the creation of an intangible and perishable product that is created and used simultaneously. Our "product" is not a tangible "good" and can not be inventoried for future use. If a hotel room is not sold for a night, it can not be stored and sold twice the next night.

Chase categorizes hospitality as pure service. Our "product" is the "service" we offer the customers. Perrow and Thompson define service as "knowledge technology". This involves information processing which is represented by the following model.

 INPUT                     PROCESS                     OUTPUT


                                             feedback 

Each individual involved in a service transaction goes through a process of gathering information from the general and specific environment; processing it in order to determine wants and needs; and providing or seeking these goods or services. This is often an unconscious process which occurs in human nature. A feedback loop incorporates the impressions of the customer and employee which affects the input of future information processing, thus the importance of positive residue.

The delivery of services in the hospitality industry involves a two - way communication between the customer and employee. The information processing loop occurs during each stage of the service transaction. When a customer walks into a restaurant and is greeted with a friendly ‘Hello’ this bit of information is processed and stored in memory as part of a reference bank which will be used to guide future decisions such as whether they might become a repeat customer of this particular restaurant or hotel. If the customer enjoys his experience at the hotel or restaurant, then positive residue is provided. This after affect of service influences whether the patron will return to that particular establishment.

Residue

Residue is the reaction to or the impression from the experience. It is the psychological and physiological result of the service encounter. The customer may not be able to physically retain the actual service after it is produced, as in manufacturing, but is able to retain the affect of the service. Residue can range from: the warm feeling from a friendly greeting to, the uncomfortable feeling generated by a cranky waiter; the satisfied feeling following a good meal, to the heatburn from a greasy one; from being surrounded by a warm cheery atmosphere, to the headache from a loud band; and from the fond rememberance of a superb evening at a favourite restaurant to the thoughts of poor service received at a local restaurant, both brought to mind by a recently found match book in a coat pocket.

1. Which of the following is true?

(A) A positive end result or positive residue is not achieved by providing pleasant anticipation and experiences.

(B) A negative end result or negative residue is not achieved by providing pleasant anticipation and experiences.

(C) A positive end result or positive residue is achieved by providing pleasant anticipation and experiences.

(D) A positive end result or positive residue is achieved by providing unpleasant anticipation and experiences.

2. According to the text, "... a feedback loop incorporates the impressions of the customer and employee, which affects the input of future information processing, thus..."

(A) the importance of positive residue. 

(B) the unimportance of positive residue. 

(C) the importance of negative residue. 

(D) the unimportance of negative residue.

3. It can be inferred from the reading that

(A) if a hotel room is sold for a night, it can not be stored and sold twice the next night

(B) if a hotel room is not sold for a night, it can be stored and sold thrice the next night 

(C) if a hotel room is not sold for a night, it can be stored and sold twice the next night

(D) if a hotel room is sold for a night, it can be stored and sold twice the next night

4. The text primarily discusses the problem of 

(A) positive residue of the customer 

(B) negative residue of the employee 

(C) positive residue of the employee 

(D) negative residue of the customer

5. The underlined word "anticipation" in line 6 is closest in meaning to 

(A) participation 

(B) waiting 

(C) achievement 

(D) experience

6. The underlined word "customer" in line 30 is closest in meaning to 

(A) an employee 

(B) a manager 

(C) apatron 

(D) apasser-by

7. The underlined word "it" in line 38 refers to 

(A) transactions 

(B) service 

(C) residue 

(D) hospitality industry

Test 17

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. A travel agent has to realize that tourists become tiresome __________, but if he understands people, working out their problems becomes exciting.

a) all the time;



c) in good time;

b) one at a time;


d) at times;

2. In autumn, there’s the Octoberfest in Munich, a two-week festival with __________ food, beer and dancing - particularly the polka.

a) plenty of;



c) the least of;


b) slightly;



d) a few;

3. Travel operators prepare effective advertising campaigns __________ materials to agencies, such as journals, brochures and advertising projects.

a) distributed;



c) distributing;

b) have distributed;


d) have to distribute;

4. Today airlines keep pretty well __________ their schedules, provide a generally smooth flight, offer movies and a good choice of music.

a) to;




c) through;


b) before;



d) between;

5. In the former Soviet Union, we __________ Intourist, the official Soviet agency for foreign travels, set up in 1926.

a) are getting used to have;

c) used to have;

b) used as we had;


d) are to use and have;

6. A glance at advertisements for tourists season in magazines and newspapers shows a multitude of suggestions of clothes, luggage, footwear and __________ one needs “For your tour” or “For your vacation”.

a) wherever;



c) whatever;



b) whenever;



d) whichever;

7. Franchising is a very important innovation for small businesses in the twentieth century and a really significant ___________ in hospitality industry.

a) information;



c) development;


b) decline;



d) danger;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Health – conscious individuals enjoys a variety of physical activities at





A
     B

         C

specialty resorts.

        D

2. After fulfilling his military duty, Hilton decided to going into business


        A
       B



C
      D

for himself.

3. Packed lunches can be obtained in room service at any time.


A

     B

    C


D

4. I am taking the telephone call and so does the receptionist.

      A

    B



C
D

5. Cooks and stewards must designing menus and prepare meals served in


A


B
C


D

the restaurant.

6. Less inns now pay commissions to travel agents who book reservations

      A




      B


 C

with the properties.

     D

7. Each housekeeper has a checklist of the functions that are to be perform
       A




       B



C

D

when each room is cleaned.

III. Directions: In the Reading Comprehension section you mil read the text. The text is followed by a number of questions   about   it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen

.

THE IMPORTANCE OF LAW TO THE FUTURE HOSPITALITY MANAGER

If one were to ask the typical hospitality executive to express his or her opinion as to the place of law in the conduct of managerial responsibilities, the response might well be: "Law is a necessary evil. On the one hand it overwhelms me with regulatory paperwork that needlessly increases my costs of doing business. On the other hand it exposes me to legal liabilities that make my insurance carrier and my attorney silent partners in my operation and expensive ones at that. Between the pressures of government regulation and legal responsibilities to my guests and patrons, I feel helpless, totally at the mercy of forces I cannot understand, let alone control. Compliance is driving me up the wall."

This private sense of resignation does not reflect disrespect for law but rather an institutional gut reaction that law is an adversary, not a friend. The purpose of this brief article is to suggest that a positive accommodation exists between our public responsibilities to those we serve and our private enterprise economic system from which we earn our living.

Some historical reflections are in order to put the problem into proper perspective. The hospitality industry today is a highly sophisticated complex economic entity serving a vast number of consumers and employing a very large number of individuals. It is no longer a business serving a limited commercial clientele, but provides an ever increasing number of Americans with facilities devoted to leisure activities that meet an expanding list of expectations. With this growing expansion of services must come an expanding set of legal responsibilities to those that we invite on our premises and from whom we exact a charge for what we choose to provide.

What are these responsibilities? First, as an industry that serves the public at large, we have a duty to offer our services to the widest public membership consistent with our right to protect our premises and reputation from harm and our duty to protect other invitees already on the premises from injury or loss. To the degree that we operate a private business, it might seem unfair to impose such a duty, since our business is not regulated like similar public service industries, i.e., air carriers and public utilities. The explanation is historical. The origins of the lodging side of our industry developed in a medieval English climate of crime on the highways, out of which the wayside inn was a place of refuge for the traveler, a stranger far from home in need of protection. The traveler who was denied admission was marked for robbery at best and death at worst. This basic need for survival caused the law to impose the overriding duty upon innkeepers to open their doors to all comers without discrimination, so long as the traveler was in a fit condition and able to pay and the house was not full.

Correspondingly, the tavern and eating house  keeper, serving local inhabitants, was able to pick and choose his customers at will, since such patrons presumably knew the risks of the road and voluntarily assumed them. Today this distinction in admissions responsibility is being re-examined and replaced with a formula giving all hospitality operations the right to establish and enforce reasonable house rules on this subject. No definition of reasonableness exists to cover all premises, since the law recognizes the fact that reasonableness depends on the type, class and size of each establishment.

1. Which of the following is true? 

(A) Law isn't a necessary evil. 

(B) Law is a necessary evil. 

(C) Law is a friend. 

(D) Law is not an adversary.

2. It can be inferred from the reading that 

(A) the hospitality industry is serving a vast number of consumers. 

(B) it is serving a vast number of innkeepers. 

(C) it is serving a limited commercial clientele. 

(D) it isn't serving a vast number of consumers.

3. The main idea of the text is 

(A) the law recognizes the fact that reasonableness doesn't depend on the type, class & size of each establishment.

(B) the law recognizes the fact that reasonableness depends on the type, class & size of each establishment. 

(C) the law denies the fact that reasonableness depends on the type, class & size of each establishment.

(D) the law refutes the fact that reasonableness depends on the type, class & size of each establishment.

4. The underlined word "it" in line 18 refers to 

(A) law 

(B) leisure activities 

(C) customers 

(D) the hospitality industry 

5. The underlined word "adversary" in line 11 is closest in meaning to 

(A) a friend 

(B) an opponent 

(C) a playfellow 

(D) a companion

6. The underlined word "law" in line 3 is closest in meaning to 

(A) rules 

(B) rulers

(C) ruins 

(D) rumours

7. Where in the text does the author inform you of the purpose of this brief article?

(A) Paragraph 1

(B) Paragraph 2 

(C) Paragraph 4

(D) Paragraph 5

Test 18

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Amsterdam, Holland, a famous tourist attraction, which is sometimes called the Venice of Northern Europe __________.

a) which has many canals;         
c) has many canals;

b) it has many canals;              
d) is to have many canals.

2. Many hotels in recent years have emphasized the beverage department's role __________ a profit center.

a) so as;       



c) to have;

b) as;                   


d) only.

3. Guests entering the hotel are registered at the concierge's desk __________ a special express registration procedure.

a) are using;    



c) as used;

b) using;               


d) to use.

4. The travel industry plan was a(n) __________ document, with photographs, maps, market research and architectural recommendations.

a) modified;      


c) dramatic;

b) useless;         


d) helpless.

5. Most business travelers choose car rentals  based __________ special deals negotiated by their companies.

a) on;           



c) at;

b) against;                     

d) by.

6. While some chains may seem similar when it comes to rates and reputation, experts find some dramatic differences among them __________ .

a) saying less;                   

c) to say the least;

b) said the least;                  

d) the least to be said.

7. After World War II automobiles and buses became the most common _________.

a) of the transportation forming;       
c) the transport to forms;

b) transport form;                   

d) forms of transportation.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Bed and breakfast inns is usually situated in scenic areas and historical




    A
 B


C

residences.


D

2. As a teenager, Hilton had earned his living by rent out spare bedrooms






A
    B
       C

in his father’s house to traveling salesmen.





    D

3. For tours in and around the city please contact with Hall Porter.

      A


  B
   C



D

4. The housekeeper is cleaning a guest room and so does the utility worker.

     A



B      C


  D

5. The food service staff must greeting guests in the dining room and may 





A
B


  C

consist of a restaurant manager, headwaiter and food servers.

       D

6. In much travel references, lodging establishments and grouped by class – 

    A
B







C

the overall quality of the accommodations and service.


   D

7. When the hotel is full, more rooms needs to be clean, and a larger 




A


B

C

housekeeping staff is needed.





D

III. Directions: In the Reading Comprehension section you will read. the text. The text is followed by a number of questions   about   it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

THE TRAVEL BUSINESS

The travel business for many years has been thought to be nothing more than another retail outlet in a block of stores. However, for one who studies this field, a wider horizon awaits you than just a travel agency. Although, a number of positions can be learned by good clerical help with specialized experience, the travel major with an associate degree should be able to look at other areas such as ticket agent, reservationist, tour leader, tour operator, program specialist, interpreters, or translators and assistants to other areas such as convention center/civic center manager. Those with a Bachelor degree in the area of tourism, hospitality, marketing could look toward bright careers in the area of meeting/conference planners, business travel specialists, tour wholesales, tour bureau managers, and destination development specialists.

These positions are available from a wide variety of sources such as convention bureaus, tourism bureaus, travel agencies, travel wholesalers, Chamber of Commerce, cruiseships, airlines, car rental companies, bus companies, resorts association, college, government agencies, tour operations, parks, bus firms/corporations, civic centers and hotels.

There is a general need to develop a real knowledge of these positions which are available in both the public and private sector. In the international arena, tourism and development of tourism, is a powerful economic force that can be utilized by underdeveloped countries to generate wealth necessary to compete in today's international arena. This development of tourism means there will be greater and greater use of the "tripartite plus one" this being government, private sector (hotel and restaurant), the people and the plus one of education to bring about a stable economy and an environment that will attract tourism and economic change. The need for all parts to be aware of the "cultural gaps" and "sacred cows" and to develop areas that bring about the best of both is a challenge for the best economist, environmentalist, educator, and politician. This represents some of the best challenges for the future and represents the areas where the Hospitality Industry will find its best growth.

The earnings and working conditions in this field vary with the diverse arena that the student chose. The associate degree graduate has earnings starting at approximately $12,750 - 1986 with the Bachelor at approximately $3,000 higher ($15,500 - 1986). These wages seem to be low in comparison with other positions in other segments of the Hospitality Industry but many entry level positions involve sales and marketing efforts with a corresponding commission being added to the entry level salary. For many, the idea of travel is an attractive benefit.

1. According to the text, "...the idea of travel is ..."

(A) an attractive benefit

(B) an expensive amusement

(C) an improbable experience

(D) an unforseen delay

2. The text primarily discusses the problem of

(A) food service

(B) tourism & development of tourism

(C) lodging

(D) reservation

3. Where in the text does the author inform you of "earnings and working conditions" ?

(A) Line 5

(B) Line 8

(C) Line 20

(D) Line 30

4. The  underlined word "earnings" is closest in meaning to

(A) wages

(B) bribes

(C) interests

(D) benefits

5. It can be inferred from the text that "...tourism is ..."

(A) a powerful economic force

(B) a coincidence

(C) a fortune

(D) a misfortune

6. The author mentions the fact that "...those with a Bachelor degree in the area of tourism could look forward ..."

(A) bright careers

(B) bright ideas

(C) bright learners

(D) poor working conditions

7. We can assume from the text that "...these positions are available from ..."

(A) a great number of educational establishments.

(B) a great number of construction sites.

(C) a wide variety of sources such as convention bureaus, tourism bureaus, etc.

(D) a large number of individual businesses.

Test 19

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. __________ the most closely connected industry with the travel industry are means of transportation and properties (hotels, bars and restaurants).

a) Partly;       



c) Obviously;

b) Fortunately;            

d) Unfortunately.

2. Profits of local transit in travel centers jump when there is tourist invasion, and __________, so do the gasoline pumps.

a) to turn it up;                    

c) it turn out;

b) in turn;                            

d) to turn round.

3. The success of a guided tour largely depends __________ the guide, his understanding of psychology and human behavior, his judgement and knowledge.

a) upon;      



c) over;

b) in;                  


d) out of.

4. __________ managers want their salespeople to spend as much time in front of customers as possible.

a) Not very often;     


c) Casually;

b) Obviously;         


d) Reluctantly.

5. Managers should encourage agents to stop and think systematically __________ planning a trip.

a) since;         



c) instead of;

b) after;                  


d) before.

6. Some hotels cooperate with the city __________ festivals, outdoor shows, and other attractions to lure visitors to these lax times.

a) produced;    



c) they produce;

b) in producing;        


d) are produced.

7. The rental car system __________ in 1918 when a Chicago salesman put twelve Model 1 Ford's up for rent.

a) must start;                   

c) had to start;

b) was started;                 

d) on starting.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Country house hotels is situated in pleasant scenery, and provide 




       A

     B



      C

comfortable but informal accommodation.



    D

2. The largest economy hotel chain, Days Inn, was founded in 1970 by a 




A




B


C

Cecil B. Day, who opening six motels.




        D

3. The hotel will not take responsibility at valuables left in a room.

     A





  B

   C   D

4. They are going to take a tour in the city and so do we.


    A
         B

  C

      D

5. The convention service manager may assisting the convention sales



A


      B
         C



manager with planning group events.




D

6. Much reservations are received by telephone, computer and fax.

      A


      B

  C


  D

7. Security officers were first employ in the lodging industry before any


A

  B

C


other industry.

      D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions about it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

THE BROAD SPECTRUM OF MARKETING

What is Marketing? Marketing can be defined in several ways. The American Marketing Association defines it as, the performance of business activities which direct the flow of goods and services from producer to consumer. Marketing has also been defined as the merging, integrating and controlled supervision of all efforts by the company which have a bearing on sales.

Marketing involves a complex set of activities. To define adequately marketing, one must examine the activities which are encompassed by marketing. These activities, include:

1. Thoroughly-understanding the customer's wants and needs.

2. Developing the product and services to satisfy these wants and needs.

3. Promoting,   advertising and   selling   these  products  and  services to the intended costomer.

4. Producing an acceptable level of income.

The first and foremost activity of marketing is to understand the customer. It is imperative that the customer's wants and needs be thoroughly understood. Peters and Waterman, in the best selling book In Search of Excellence noted that the trully excellent companies did in fact thoroughly understand their customers. Peters and Waterman refer to it as being "close to the customer." Excellent companies learn from those they serve. They listen to learn and improve the way they serve the customer. When given the opportunity, guests of hotels and restaurants will tell the management what features are appreciated and what aspects of the operation could be improved. It is important for marketing oriented managers to learn to listen to guests, and then act upon their suggestions. In fact, many new ideas for services and amenities come from guest suggestions.

The second activity of marketing is the development of the products and services (product-service mix) which will be offered to the guest. Each year new types of product-service mixes are developed and then enter into the competitive marketplace. The development of various types of lodging options such as Courtyard by Marriott, Holiday Corporation's Hampton Inns, and Ramada Renaissance are examples of the further development and refinement of the array of options offered to potential guests.

Marketing's third activity involves the promotion, advertising and selling of the product-service mix that has been developed. A tremendous amount of creativity and innovation is called for to be successful. The advertising media are filled with all types of advertisements and the key to being successful is to reach the potential customer with your message and to promote action. The desired action is purchase of the firms product-service mix. Promotional activities can take many forms, both inside and outside the business. One frequently used promotion occurs within the fast food sector of the industry. The chains within this sector often run promotions featuring discounts on food products, or premiums such as glasses or stuffed animals. Each of these promotions is done with the goal of increasing sales within the chains units. A final aspect of this marketing activity is personal selling. The hospitality industry is a people business. The purchase of hotel rooms and meals involves face to face contact between the guest and the hospitality employee. Each of these contacts offers the opportunity for personal selling.

The final part of the definition of marketing implies that an acceptance level of income must be produced. This is central to the reason for being in business. All businesses, including non-profit ones have goals for sales and profits. These are targets which they need to reach if they are to be successful. If management is successful in achieving the first three elements of the definition, then an acceptable level of income is likely to result.

1. According to this text,"... marketing involves a complex set of..."

(A) plays

(B) tools

(C) activities

(D) golf-clubs

2. The underlined word "it" in line 2 refers to

(A) producing

(B) marketing

(C) selling

(D) advertising

3. Which of the following is true?

(A) The first and foremost activity of marketing is to understand the customer.

(B) The first and foremost activity of marketing is to serve the customer.

(C) The first and foremost activity of advertising is to develop the product.

(D) The first and foremost activity of advertising is to purchase the product.

4. The underlined word "acceptable" in line 13 is closest in meaning to

(A) admissible

(B) acknowledged

(C) attached

(D) approachable

5. Which of the following isn't true?

(A) The hospitality industry is a people business

(B) The hospitality industry isn't a people business

(C) Face to face contact offers the opportunity for personal selling

(D) The purchase of hotel rooms and meals involves face to face contact between the guest and employee manager

6. How many activities are encompassed by marketing?

(A) One

(B) Two

(C) Three

(D) Four

7. Where in the text does the author give the final part of the definition of "marketing"?

(A) Line 12

(B) Line 22     

(C) Line 26

(D) Line 46

Test 20

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Travel bureaus offer group and individual tours, tours __________ traditional festivals, recreation tours and business trip.

a) have visited;



c) visited;

b) visiting;



d) on visiting;

2. A final impression of a hotel is composed __________ thousands of mini-impressions.

a) at;




c) on;




b) of;




d) through;

3. Complex programs coast a bit more, but are __________ expensive than paying for each service individually.

a) the least;



c) less;

b)  very;



d) lest;

4. Last fall, Hilton Hotels __________ BusinesSavers, a package that includes local phone calls, outgoing faxes, movies, and health club use for $10.

a) have launched;


c) having launched;

c) have to launch;


d) launched;

5. One __________ judge the popularity of a tourist area by the number of specialty shops selling souvenirs, artifacts and post cards.

a) should not;



c) can;


b) may not;




d) have to;

6.  Today,
reliable rental companies get new cars __________ months and keep them in good condition, having a “rent it here – leave it there” arrangement.

a) in six;




c) everything in six;


b)  six in every;


d) every six;

7. The rules for passengers __________ abroad by air are similar in most countries and the travel agent can fix all your re-entry papers for you.

a) which can go;


c) having gone;

b) who have to go;


d) who are going;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Motels are built specially to provide a services to motorists.


       A

   B


 C
       D

2. As a teenager, Hilton had earned his keep by meet the train stopping in

    A



     B


       C


D

San Antonio.

3. Foreign currency will be exchanged on the reception desk at the 




    A


  B  C


       D

displayed rate.

4. They are going to stay at Paris Hotel Ritz and so do I.


  A

B
C



D

5. The Assistant Manager must being responsible for day-to-day running
     A




B



C
     D

of the hotel.

6. The much functions of the front office are handled by front desk clerks,


   A





   B

C

night auditors, and front desk cashiers.



         D

7. The reservation system can be use to display room availability and rates.





  A
  B
    C


D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

INTRODUCTION

Hotels, convention centers, resorts, motels, and inns all are types of lodging establishments. A particular hotel, such as the Hotel Ritz in Paris or the Plaza Hotel in New York, is referred to as a property. Two or more properties owned or operated under the same name or managed by the same company make up a chain. The people who work at a property often refer to the hotel as "the house."

Lodging establishments, including hotels, convention centers, and bed and breakfast inns, represent the seventh largest industry in the world and generate approximately $36 billion in annual sales. The terms lodging establishment and hotel are often used interchangeably.

The modem hospitality industry is complex and diverse. In the United States, there are over half a million hotels, motels, and resorts and more than 100 million guest rooms. The owners of these properties range from small-business owners to multinational corporations. Grand hotels like the Chicago Hilton, Waldorf-Astoria, and Sheraton Palace were once famous for their grandeur and size, but most hotels today have fewer than 100 rooms and are operated by independent business people.

A career in the hospitality field is one of the most challenging, yet most highly specialized, careers. When people stay in a hotel or dine in a restaurant, few of them realize how many different skilled workers are required to make the operation run smoothly - and profitably. Career opportunities abound for trained workers entering the hospitality field. The work environment is interesting and continually challenging, with numerous opportunities for advancement.

In this textbook, you will explore the lodging industry past and present, then examine how a modern hotel operates. You will explore reservations, room management, front desk operations, guest services, and hotel automation systems. To apply what you learn, you will create and operate your own hypothetical hotel, managing all the functions that are required to keep your hotel operating efficiently and profitably.

1. The text primarily discusses the point of

(A) the light industry

(B) the lodging industry

(C) the engineering industry

(D) the food industry

2. According to this reading,"... Lodging establishments, including hotels, convention centres and bed and breakfast inns, represent the seventh largest industry in..."

(A) the region

(B) the district

(C) the world

(D) the city

3. Which of the following is true?

(A) The terms "lodging establishment and hotel" are never used interchangeably.

(B) The terms "lodging establishment and hotel" are not often used nterchangeably.

(C) The terms "lodging establishment and hostel" are often used interchangeably.

(D) The terms "lodging establishment and hotel" are often used interchangeably.

4. Which of the following is not true?

(A) Career opportunities abound for trained workers entering the hospitality field.

(B) The modem hospitality industry is complex and diverse.

(C) The modem hospitality industry is not complex and diverse.

(D) The people who work at a property often refer to the hotel as "the house".

5. The underlined word "owned" in line 3 is closest in meaning to

(A) managed

(B) explored

(C) examined

(D) required

6. The underlined word "chain" in line 4 is closest in meaning to

(A) a number (of)

(B) a company

(C) a type

(D) a centre

7. Where in the text does the author give the definition of the word " chain"?

(A) Paragraph 1

(B) Paragaph 2

(C) Paragraph 3

(D) Paragraph 4

Test 21

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Governments around the world __________ an active role in tourism since World War II and get profit from tourism industry.

a) have been assumed;

c) have assumed;

b) are assuming;


d) had to assume;

2. More than four of every five passengers today are flying on some sort of discounted ticket, and business travelers are a key public __________ the airlines.

a) within;



c) for;


b) over;




d) upon;

3. __________ for an agent to book rooms in a hotel beforehand at peak periods and cooperate with definite hotels.

a) It is much better;


c) What is much better;

b) There is hardly better;

d) Which is better;

4. Agents must know the destinations and __________ their clients about conditions they might find in a hotel.

a) avoid;




c) supply;



b) derive;



d) brief;

5. Besides advertising necessities for a tour, the tours themselves __________ by glamorous color pictures in magazines and stories in Sunday newspaper supplements.

a) have not to be advertised;

c) advertise;

b) are advertised;


d) have advertised;

6. Cooperative advertising is the name given to ads that are __________ sponsored by two mutually interested parties in hospitality industry (travel agency and hotel chains, airlines, resorts, restaurants, etc.).

a) greatly;



c) jointly;

b) reluctantly;



d) hardly;

7. If the clients __________ package to warm countries, the travel agent will be able to explain the advantages of wash-and-wear materials.

a) take;




c) will take;

b) will be taken;


d) have to take;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Luxury hotels represents the highest standard of excellence in the level




A

 B

      C

of luxury and comfort.


D

2. After World War II Americans to began touring the country with their

      A



B

C
D

families.

3. You can buy foreign newspapers on the new-stand at working hours.


 A


B
       C


    D

4. We are going to do a lot of work at the moment and so do they.


A

 B

C


D

5. The food and beverage manager must preparing budgets and monitor

A



       B

C


D

costs in the kitchen.

6. At much hotels, the profits from operating a dining room are relatively

     A
B



C

small compared to those from room sales.





     D

7. A bell attendant might be asked secure dinner or theatre reservations.

   A


  B


C
       D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about  it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

HOTEL ORGANIZATION

The organization of a lodging establishment is influenced by several factors, including the following:

- Location and market

- Type of ownership

- Size of the establishment

- Type of property

- Guest services

- Working capital

Location and market often dictate how the hotel will be staffed and organized. Resort complexes are found in popular vacation areas, whereas budget motels are usually located near major thoroughfares. Airport hotels are organized for the fast turnover of guests, whereas resorts are geared for a more leisurely pace. Hotels in major convention cities are more likely to be organized to support large groups and meetings, but properties in small, rural areas tend to focus on individual travelers.

The method of ownership has a strong influence on both the size and personality of the hotel staff.

The hotel staff varies in direct proportion to the size of the hotel. For example, a hotel with a large number of rooms requires a large staff of housekeepers to clean the rooms, and a property with a large garage must have parking valets to store and retrieve the automobiles of guests.

The type of property may also have a bearing on the organization and staff. A sprawling resort complex or convention center almost always maintains a large bell staff to transport guest luggage, whereas roadside motels seldom offer bell service.

The extent of the guest services that are provided by a hotel also influences the size and complexity of the staff. For example, if the hotel has a hair care salon, it must employ a staff of hairstylists, and if a gift shop is open 24 hours per day, three shifts of shop attendants must be hired.

Working capital is the amount of money available for construction, improvements, maintenance, and operating expenses. Ultimately, the size and complexity of any lodging establishment are limited by the available working capital.

All of these factors are interlinked. A change affecting one factor, such as the type of ownership or the extent of services, often dictates a change in others, such as working capital or size of the establishment.

1. Which of the following is true?

(A) The restaurant staff varies in direct proportion to the size of the drugstore.

(B) The hotel staff varies in direct proportion to the size of the hotel.

(C) The hotel staff varies in direct proportion to the size of the hostel.

(D) The hotel staff varies in direct proportion to the size of the university campus.

2. Which of the following isn't true?

(A) Resort complexes are found in densely populated areas.

(B) Resort complexes are found in popular vacation areas.

(C) Resorts are geared for a more leisurely pace.

(D) Budget motels are usually located near major thoroughfares.

3. According to this reading,"... if a gift shop is open 24 hours per day, three shifts of shop attendants must be

(A) dismissed

(B) informed

(C) encouraged

(D) hired

4. The underlined word "ownership" in line 15 is closest in meaning to

(A) service

(B) property

(C) adventure

(D) admittance

5. The underlined word "staff" in line 21 is closest in meaning to

(A) structure

(B) composition

(C) personnel

(D) cast

6. The underlined word "it" in line 25 refers to

(A) a hair care salon

(B) a hotel

(C) a bakery

(D) a gift shop

7. Where in the text does the author give the definition of "working capital"?

(A) Paragraph 1

(B) Paragraph 2

(C) Paragraph 3

(D) Paragraph 4

Test 22

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. During the early period of hospitality industry development __________ any need for sophisticated equipment and techniques.

a) so that hardly;


c) hardly was;

b) where there hardly was;

d) there was hardly;

2. The fact __________ money orders can usually be easily cashed has made them a popular form of payment for hotel rooms.

a) of;




c) is that;


b) that;




d) which is;

3. Holiday tourism is based on the human need to escape from urbanization, to get __________ unhealthy everyday life, to return to nature.

a) instead of;



c) away from;


b) aside from;



d) in spite of;

4. Recently some chains __________ the small touches, like the switches by your bed that electronically control the curtains from across the room.

a) has mastered;


c) have mastered;

b) have to master;


d) have been mastered;

5. During this day all over Portugal tourists __________ in the brightly decorated streets, song competitions and nightly processions of lanterns.

a) are feasting;



c) are been feasted;

b) are to feast;



d) feast;

6. The security check is an anti-hijacking measure, and everything that  __________dangerous or disturbing to other passengers must be handed to one of the crew.

a) shouldn’t be;


c) might be;

b) have to be;



d) needn’t be;

7. A travel agent must be confident __________ all the details of traveling: luggage handling, customs, currency exchange, hotels, food and drink, climate, shopping, etc.

a) about;




c) among;



b) through;



d) beyond;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases.  The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. A convention hotel may be a traditional resort that host meetings or a 

     A



    B



      C

facility constructed for conventions and conferences.



D

2. In the III century A.D., the Roman Empire developed an extensive 

   A







B

system of brick-paving roads with roadside lodges throughout Europe.



   C




       D

3. You can hand in a telex here on the reception desk, and we’ll send it off



      A


B




   C

for you.

     D

4. The receptionist is still trying to connect you and so do I.




A  B


C

   D

5. The tour and travel sales manager must developing contacts in the travel


A

      B


C
D

industry.

6. A typical convention hotel may host as much as 100 conventions 

   A




B

C

per year.

         D

7. If the services of a plumber or a carpenter are required, the room might



       A





B

be place out of service temporarily.

     C     D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions  about it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

HOTELS ARE COMMODITIES

The physical appearance and layout of guest rooms and public spaces of most competing hotels are similar enough so that the average guest finds it hard to choose one hotel over another. We know, of course, that this is not entirely true: architectural and location differences can give some hotels distinct and, in a few cases, even lasting advantages over their competition. In most circumstances, however, this is not the case. One characteristic of commodities is that they engender little or no brand loyalty. Since each producer of a commodity (like wheat) is producing essentially the same thing, consumers have little incentive to choose one producer's product from another's - except for price. Thus, relatively small price differences cause consumers to switch from one producer to another. If large numbers of consumers are indifferent to one hotel (or chain of hotels) over another, then the competitors have little choice but to compete for the consumer's business on the basis of price. In such a competition the competitor who wins will be the lowest-cost, most-efficiently-run hotel.

To compete on the basis of price does not mean that prices need be low. Hotels are designed to appeal to certain market segments (for example business travelers, vacationers, or conventioneers). Within each market segment a certain pricing structure exists. While the roadside budget inn's market may dictate a $25 to $30 per night room rate, the downtown transient business hotel may need a room rate of $90 to $110 to break even. The point is, within each hotel market segment, there may be many guests who see little difference between competing hotels and will choose one over the other mostly on the basis of price. Thus, hotel executives must find ways to differentiate their hotel from the competition in ways other than ruinous price competition.

1. The text primarily discusses the hotel's

(A) restaurant

(B) employees

(C) general manager

(D) rate

2. Which of the following is true?

(A) Hotels are not designed to appeal to certain market segments.

(B) Hotels are designed to appeal to certain market segments (for example, business travelers, vacationers, or conventioneers).

(C) Hotels are designed not to appeal to anybody.

(D) Hotels are designed to appeal to uncertain market segments.

3. Which of the following isn't true?

(A) To compete on the basis of price does not mean that prices need be high.

(B) To compete on the basis of price does not mean that prices need be low.

(C) Within each market segment a certain pricing structure exists.

(D) Relatively small price differences cause consumers to switch from one producer to another.

4. The underlined word "engender" in line 6 is closest in meaning to

(A) call up

(B) call in

(C) evoke -

(D) order

5. The underlined word "commodity" in line 7 is closest in meaning to

(A) merchandise

(B) service

(C) property

(D) budget

6. According to this reading,"... if large numbers of consumers are indifferent to one hotel over another, then the competitors have little choice but to compete for the consumer's business on the basis of..."

(A) price

(B) stock

(C) supply

(D) support

7. Where in the text does the author inform you of "room rate" ?

(A) Line 1

(B) Line 5

(C) Line 12

(D) Line 19

Test 23

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Some top hotels developed an express method __________ clients.

a) they will register;


c) is to register;

b) this to register;


d) for registering;

2. Though summer mountain tourism was established first, winter tourism __________ growing importance ever since the end of World War II.

a) have to assume;


c) assumes;

b) are assuming;


d) has assumed;

3. Many hotel workers even get lessons __________ employee and guest appreciation.

a) on;




c) within;



b) before;



d) of;

4. Many governments don’t want __________ the easy money tourists bring in and take an active part in the construction of new resorts and convention centers.

a) to take;



c) to watch;


b) to miss;



d) to suggest;

5. Agents __________ circulate in groups with potential travelers and the next step is to suggest the right trip at the right price.

a) might;




c) can;




b) have to;



d) will be able;

6. If you are interested, the agent __________ all the details of the trip by the next week and call you to discuss it.

a) will have worked out;

c) have to work out;

b) will be working out;

d) will work out;

7. Hotels for children __________ with responsible housekeepers, teachers, and nurses.

a) they are staffed well;

c) are well-staffed;

b) there are well staffed;

d) are to staff well;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. An economy/limited-service hotel provide efficient, sanitary private



A



B

room with a bath.

     C
     D

2. Tremont House constructed in 1829 was the first hotel to offering private




 A


   B


    C

room with locking doors.



    D

3. Snacks can be obtained from room service in any time.



   A

   B


C   D

4. We are looking for the hotel car-park and so does that man.


A

 B

  C

D

5. She must retyping the report before she hands it in to the Executive



A


 B

C
     D

housekeeper.

6. Because there are less quests at the hotel in autumn the fewer



  A


        B

  C

housekeeper should be employed.





      D

7. As a member of the hotel’s management team, the front office manager

    A



B




must to prepare regular written reports.

      C
           D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions about it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

THE FRONT OFFICE

The front office is often called the "nerve center" of the hotel. Its staff members provide the primary contact between the hotel and its guests. From initial reservation to check-out, the majority of the hotel's clients may have little or no contact with the hotel personnel except through the front office. Guests' opinions of the hotel and of its staff and service are formed largely by their impression of the front office personnel.

Front office operations are divided into four general categories:

1. Reservations

2. Check-in/check-out

3. Communications

4. Cashier services

The reservations function involves the handling of advance room requests received by telephone, computer link, telex.

The check-in/check-out function involves greetings and registering arriving guests, managing room availability, assigning rooms, dispensing keys, and checking out departing guests.

The communications function includes handling of both incoming and outgoing mail, messages, and information. The front desk staff is generally responsible for communicating hotel services, activities, and events to guests.

Typical cashier functions include maintaining guest accounts, determining credit status  presenting the bill at check-out, and handling guest payments.

In addition to these functions, the front office staff may also be required to keep room occupancy and reservations statistics, maintain communication with the housekeeping department, and balance the books on a daily basis.

At most hotels, three shifts are employed so that the front office remains open 24 hours a day. For example, the morning shift may work from 7 a.m. to 3 p.m., the day shift from 3 p.m. to 11 p.m., and the night shift from 11 p.m. to 7 a.m. the following morning.

1. We can assume from the text, that

(A) the check-in/check-out function involves greeting and registering arriving guests, managing room availability, assigning rooms, etc.

(B) the check-in/check-out function includes handling of both incoming and outgoing guest mail, messages, and information.

(C) the check-in/check-out function does not involve greeting and registering arriving guests, managing room availability, assigning rooms, etc.

(D) the check-in/check-out function involves the handling of advance room requests received by telephone, computer link, telex.

2. Which of the following is true?

(A) The communications function includes handling of both incoming and outgoing guest mail, messages, and information.

(B) The communications function involves the handling of advance room requests received by telephone, computer link, telex.

(C) The communications function does not include handling of both incoming and outgoing guest mail, messages, and information.

(D) The communications function involves greeting and registering arriving guests, managing room availability, assigning rooms, etc.

3. The idea of the text is that

(A) guests' opinions of the hotel and of its staff and service are not formed largely by their impression of the front office personnel.

(B) guests' opinions of the hotel and of its staff and service are formed largely by their impresion of something else.

(C) guests' opinions of the hotel and of its staff and service are not formed largely by anything.

(D) guests' opinions of the hotel and of its staff and service are formed largely by their impression of the front office personnel.

4. According to the text,"... The check-in/check-out function involves greeting and registering arriving guests, managing room availability, assigning rooms, dispensing keys, and checking out...."

(A) newcoming guests

(B) passing-by guests

(C) departing guests

(D) the newly-married couples

5. The underlined word "message" in line 18 is closest in meaning to

(A) operation

(B) information

(C) function

(D) reservation

6. The underlined word "payment" in line 21 refers to

(A) the act of unpaying money to someone or being unpaid

(B) the act of doing something else

(C) the act of paying money to someone or of being paid

(D) the act of paying money to someone or of being robbed

7. The underlined word "typical" in line 20 is closest in meaning to

(A) standard

(B) characteristic

(C) general

(D) additional

Test 24

I. Directions: Choose the one word or phrase that best completes the sen​tence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. A lot of face-to face selling in tourism __________ by technology now.

a) is to replace;                     
c) is being replaced;

b) must replace;                    
d) is replacing.

2. Price is probably the most important factor for many tourists when choos​ing airlines __________ money saved on each trip means more money for other trips.

a) as soon as;        


c) with;

b) though;               


d) because.

3. __________ which hotels offer the best service, experts evaluate and rank top busi​ness chains.

a) By finding out;                 
c) Not to find out;

b) To find out;                    

d) Finding out of.

4. A tourist guide must possess certain qualifications to be successful: he must have a pleasant personality and be able to get __________ well with a variety of peo​ple.

a) among;      



c) together;

b) without;                 


d) along.

5. Those interested in preparing for travel business __________ attend lectures in spe​cial tourism schools, go to colleges or universities or take courses from a corre​spondence school.

a) ought to;      



c) may;

b) have to;                  


d) needn't.

6. Every group is supervised by an experienced guide who speaks many lan​guages and is __________ chosen for his knowledge of Europe.

a) occasionally;     


c) hardly;

b) especially;               

d) exclusively.

7. Increased value in top hotels can be __________ putting a card in the guest's room and providing him with small things he has forgotten to pack.

a) as soon as;                      

c) as simple as;

c) as impressive as;                
d) as well as.

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. A traditional hotel are modeled after the basic concept of private rooms 

    A


    B

     C

and food and beverage service.





  D

2. The popularity of outdoor activities gave rise to resorts that specialize in






A

     B


C

sport activities such as ski or driving.




           D

3. Your laundry will be collected and returned at you by six o’clock in the 





A


  A
    B

        C

evening.

4. The receptionist is writing replies to the telex and so does his assistant.

    A


   B

C



D

5. The tour travel sales manager should maintaining contacts in the travel





   A

B



C

industry, including airlines.



  D

6. Much hotels provide safety deposit boxes or a safe for guests wishing to

     A


B



   C


    D

store valuables.

7. When a room check is performed, a housekeeping report is prepare 




A
     B


C


D

indicating the status of each room.

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions about it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

THE HOTEL WESTBURY

Sylvia Andrea Smith visits one of New York's finest hotels.

From the moment the smartly liveried doorman of the Hotel Westbury smiles a warm welcome and opens the front door, visitors feel they are long awaited guests in a private mansion whose arrival has been especially anticipated. Crossing the threshold" they step straight into the leisurely atmosphere of a grand European manor-in an age when chivalry and courtesy abounded.

Chicly and conveniently placed on Madison Avenue at 69th Street in the heart of Manhattan's Upper Side, the Hotel Westbury is encircled by New York's most elegant boutiques, as well as museums and art galleries. The hotel's interior similarly reflects discernment and good taste with the classic and timeless elegance of the grand lobby greeting guests as they enter the Westbury world.

Stepping into the lobby I was instantly enveloped in an aura of quiet exclusivity that emanates from the handsome antique furniture, chandeliers and custom made rugs as much as from the unflappable English concierge, Anthony Pike, on hand to deal. with any problem however large or small. An enormous 18th-century Flemish tapestry on one wall and old English prints caught my eye, suggesting that at any minute a faithful old retriever or two might come sniffing around. Little wonder, then, that guests are prone to think they have stepped off the North American continent and into the heart of Europe, and England in particular.

Built in the late 1920s by the millionaire American polo player, Max Kramer, the Westbury has always been a New York landmark with its classic red brick facade harmonizing perfectly with the surrounding brownstones of New York City's upper crust residential and shopping area. But the hotel entered a new phase in its distinguished life when Forte Hotels acquired it in 1983. Its new British owners initiated slightly faded heirloom a stately facelift.

The care and attention paid to guests is due in part to the personality of the General Manager, Austrian Stefan Simkovics. At 42 he is reportedly the youngest general manager of a deluxe hotel in Manhattan, and his boundless energy, and determination to get details "just so" pay tribute to his enthusiasm.

1. The text primarily discusses the hotel's

(A) profit

(B) tax

(C) tariff

(D) atmosphere and background 

2. The underlined word "they" in line 3 refers to

(A) doormen

(B) bellmen

(C) visitors

(D) busboys

3. According to the text,"... An enormous 18th century Flemish tapestry on the wall and old English prints caught my ..."

(A) ear

(B) eye

(C) finger

(D) meaning

4. It can be inferred from the text that

(A) the Westbury has always been a New York landmark.

(B) the Westbury entered a long phase in its distinguished life.

(C) the Hotel Westbury is encircled by New York's unattractive boutiques.

(D) the Westbury is built at the beginning of 1920.

5. The underlined word "courtesy" in line 6 is closest in meaning to

(A) inspiration

(B) indignation

(C) ignorance

(D) politeness

6. The underlined word "boutique" in line 9 is closest in meaning to

(A) a shop

(B) a bakery

(C) a drugstore

(D) a barber's shop

7. Where in the text does the author inform you of the personality of the General Manager?

(A) Paragraph 1

(B) Paragraph 2

(C) Paragraph 5

(D) Paragraph 6

Test 25

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Hotel accounting systems arrange the reporting of income and expense _________ the efficiency of each major department can be measured by the department profit.

a) of;




c) so that;

b) that;




d) which is;

2. Lately, business travelers __________ more demanding in their pursuit of not just best price, but the best value.

a) has become;



c) have become;

b) are becoming;


d) have been becoming;

3. Motor coach is far more comfortable now than it __________, partly because of better seating design and partly because of improved heating and air conditioning.

a) is to use;



c) used as they were;

b) are to be used;


d) used to be;

4. Access __________ fax or copy machines or even a person who can type or do word processing is increasingly important for hotel guests.

a) around;



c) to;



b) except;



d) for;

5. The paper presented at the National Tourism Convention gives a few highlights on how governments __________ with the travel industry nowadays.

a) is cooperating;


c) have cooperated;

b) have been cooperated;

d) cooperate;

6. __________ travel agents are in the position of recommending hotels, they are an important promotional figure.

a) Besides;



c) Though;

b) In spite of;


d) Since;

8. There is one essential thing for every traveler, __________ that’s what commercials tell us – the credit card.

a) at last;



c) at least;


b) the least;



d) the last;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Congress hotels provides facilities for large meeting and conferences,



A
B


C

with a lecture theatre and exhibition facilities.

      D

2. By 1954 Howard Johnson had franchised 400 restaurants and decided to 







A



     B

expanding into the lodging trade.


C

        D

3. The hotel provides a baby-sitting service with someone staying on the 



    A



B
C


    D

room.

4. They are going to stay here for 3 weeks and so do we.


   A

B
        C

     D

5. The advertising manager must selecting the most effective media for 


       A


    B
        C





promoting the hotel.


D

6. Much clients are interested in a specific room type, bedding, or location.


A

    B




C
D

7. In a busy cocktail lounge, one or more bar attendants may be employ to

     A





B


C
   D

assist the shift bartender.

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions   about   it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

HOWARD JOHNSON

In 1925, a patent medicine salesman named Howard Johnson borrowed $500 from a friend to purchase a drugstore and soda fountain in Quincy, Massachusetts. Experimenting with a hand-cranked freezer in the basement of the store, Johnson came up with his own line of ice cream which, within years, made his soda fountain the most popular eatery in town. Adding hamburgers, hot dogs, and sandwiches to the menu, he converted the store into the world's first Howard Johnson's restaurant.

By 1954, Johnson had franchised 400 restaurants and decided to expand into the lodging trade. The first Howard Johnson Motor Lodge opened in Savannah, Georgia, that year. In 1959, Johnson handed over the reins of his small business empire to his son, Howard Brennan Johnson, who oversaw the chain's operations until 1980, when the company was sold to a British conglomerate. Imperial Group pie. The Johnson family's company-owned restaurants were sold to Marriott Corporation, which converted many of the outlets to Big Boy restaurants. The Howard Johnson lodging chain is now managed by Prime Motor Inns, Inc., of Fairfield, New Jersey, and Marriott's restaurant interests, including the Howard Johnson restaurants, were sold to the Hardee's franchise chain.

WILLARD MARRIOTT

Another famous hotelier, Willard Marriott, got his start as the owner of an A & W fast-food restaurant in Washington, D.C. In 1928, Marriott converted his regional chain of root beer stands into sandwich shops specializing in barbeque beef sandwiches. Marriott expanded into the lodging field 20 years later and eventually built a $5.3 billion hotel empire. The world's second largest hotel chain, Marriott Corporation, purchased and later resold Roy Rogers and Bob's Big Boy restaurants, and now operates Marriott Hotels, Residence Inns, and Courtyard by Marriott Hotels.

1. According to the reading, "... Johnson converted the store into the world's first Howard Johnson's ... " 

(A) drugstore 

(B) restaurant 

(C) barber's shop 

(D) bakery 

2. The underlined word "he" in line 6 refers to 

(A) a salesman 

(B) an employee 

(C) a chef

(D) a waiter

3. The text primarily discusses the lodging chain's 

(A) bond 

(B) tariff 

(C) tax 

(D) background

4. Complete the sentence, "... Johnson handed over the reins of his small business empire to his..." 

(A) son 

(B) daughter 

(C) uncle 

(D) grandson

5. We can assume from the text that

(A) Johnson had franchised 200 restaurants and decided to expand into the lodging trade.

(B) Johnson had franchised 400 restaurants and decided to expand into the resort house.

(C) Johnson had franchised 400 restaurants and decided to expand into the lodging trade.

(D) Johnson had franchised a chain of hotels and decided to expand into the travel business.

6. Which of the following is true? 

(A) Marriott eventually built a $5.3 billion hotel empire 

(B) Marriott eventually built a $5.3 billion bakery 

(C) Marriott didn't build a $5.3 billion hotel empire 

(D) Marriott eventually built a $3.3 billion hotel empire

7. The underlined word "salesman" in line 1 is closest in meaning to 

(A) a manager 

(B) a shop assistant

(C) a baker 

(D) a customer

Test 26

I. Directions: Choose the one word or phrase that best completes the sentence. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. In all countries, there is evidence of a vast amount of construction work in preparation for visitors, __________ in resort areas and tourist attraction centers.

a) exclusively;



c) especially;

b) rarely;



d) personally;

2. Travel agents plan a calendar of religious and historical events in Ukraine that __________ of interest to overseas  tourists.

a) should be;



c) have to be;

b) might be;



d) are to be;

3. All tourists are advised to take __________ for the trip warm things, comfortable shoes, a light-weight raincoat and folding umbrella.

a) around;



c) across;

b) about;




d) along;

4. Agents are trained expertly __________ they are confident about all details of their business – how to clinch sales, fill out documents and give information.

a) because;



c) though;

b) nevertheless;


d) so that;

5. Some young people take advantage of de luxe escorted tours __________ by their parents, the others choose inexpensive package tours.

a) paying for;



c) having paid for;

b) to pay for;



d) paid for;

6. Throughout the 90s camping excursions __________ very popular in Europe as they are less than half the cost of popular tours.

a) have become;


c) become;

b) are becoming;


d) will become;

7. Considering the industries and trades that __________ by travelers in the recent years, it is safe to conclude that world economy is geared to tourism – and vice versa.

a) have affected;


c) having affected;

b) have to be affected;

d) have been affected;

II. Directions: In questions 1 – 7 each sentence has four underlined words or phrases. The four underlined parts of the sentence are marked (A), (B), (C) and (D). Identify the one underlined word or phrase that must be changed in order for the sentence to be correct. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

1. Commercial hotels is often situated in a town centre, and provides 



       A
    B


C

accommodation for traveling businessmen.




         D

2. In 1925 Howard Johnson borrowed $500 from a friend to purchasing a 






A

B


C

drugstore and soda fountain in Quensy, Massachusetts.





D

3. We can offer a baby-listening service behind the central switch board.



    A

B


C
  D

4. They are going to take part in the conference and so do we.


  A

B
       C



    D

5. The advertising manager should establishing standards and approve all



A



B



C

designs for signs, posters, menus.



    D

6. Much hotels overbook reservations, recognizing that not everyone who
      A






B



C

requests a room will actually check into the hotel.



            D

7. The hospitality market is divide into two broad categories: the 

               A



B      C

commercial market and the leisure market.





   D

III. Directions: In the Reading Comprehension section you will read the text. The text is followed by a number of questions   about   it. You are to choose the one best answer, (A), (B), (C), or (D), to each question. Then, on your answer sheet, find the number of the question and fill in the space that corresponds to the letter of the answer you have chosen.

LODGING

What is the first thing that comes to mind when you think of the lodging business? For most people it is the large downtown luxury hotel or the lavish resort hotel. These two types of lodging establishments are a significant factor in the lodging business, but these are only two of many varied types of lodging operations. The lodging business is much more diverse than most people realize and it seems that each year brings more diversity and specialization in satisfying market needs. For example, a hundred years ago there were basically two types of lodging establishments for travelers: 1) the exclusive and posh hotel for those of upper class, and 2) the modest rooming house for all other travelers. There was little choice for those who traveled, whereas today the traveler is faced with a myriad of hotels, motor hotels, budget motels, and others to choose from.

But even with this much choice today lodging establishments still serve the public similarly by providing overnight accommodations away from home. Whether we are talking about a high priced luxury hotel in a large metropolitan city or a college dormitory in a small isolated location, each is providing temporary lodging away from a permanent residence.

With the differences, similarities, and continual growth in the type of lodging establishments, it is difficult to clearly distinguish between them at times, or to identify every type of facility available in one listing. However, let's attempt to point out some differences between lodging operations. We will do so in a general way, always recognizing that there are exceptions and overlapping characteristics that make this task unscientific and imprecise. We can provide some fundamental guidelines for categorizing various types of operations and give the beginning student a basis for further study and understanding.

1. The text primarily discusses the point of 

(A) the travel business 

(B) the lodging business 

(C) the individual business 

(D) the franchise agreement

2. According to the text, "...the lodging business is ..." 

(A) much more diverse 

(B) much more popular 

(C) much more expensive

(D) much more nasty

3. It can be inferred from the text that 

(A) a hundred years ago there were basically two types of lodging establishments

(B) a hundred years ago there were many types of posh hotels 

(C) a hundred years ago there were many lavish resort hotels 

(D) a hundred years ago there was only one type of lodging establishments

4. How many types of lodging were there a hundred years ago? 

(A) One type

(B) Two types

(C) Nine types 

(D) Twelve types

5. The underlined word "posh" in line 8 is closest in meaning to

(A) inexpensive 

(B) chic

(C) unattractive 

(D) inappropriate

6. The word "myriad" in line 10 is closest in meaning to 

(A) innumerable quantity 

(B) improbable quantity 

(C) changeable quantity 

(D) excessive quantity

7. The word "lodging" as the title of the text means 

(A) a campus 

(B) a hospital 

(C) a dispensary

(D) overnight accommodations away from home

� Loosely translated, the term means "elegant dining," or food prepared in the manner of the classic French (or European) chefs.
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