РОЗДІЛ 3
PROFESSIONAL COMMUNICATION IN TOURISM. ПРОФЕСІЙНА КОМУНІКАЦІЯ В ТУРИЗМІ.
Завдання до теми 14. Dealing with problems.
Достатній рівень до 4 балів.
1. Доповніть речення словами з рамки. Кожне слово використайте один раз.
complaint • delay • cancellation • refund • replacement • solution • booking • compensation
1. The guest made a __________ about the condition of the hotel room.
2. A flight __________ may affect airport transfers and hotel arrival times.
3. The tour operator informed the group about the __________ of the excursion.
4. The receptionist discovered a __________ error in the reservation system.
5. If a paid service cannot be provided, the customer may request a __________.
6. The hotel offered a __________ room because the original room was unavailable.
7. Staff should identify a practical __________ as quickly as possible.
8. In some cases, the tourism provider may offer __________ for serious inconvenience.
Оцінювання: до 2 балів.
2. Прочитайте професійно орієнтований текст та виконайте завдання.
Problems in tourism may occur at any stage of a trip. Common examples include transport delays, booking errors, unavailable rooms, lost luggage and cancelled excursions. When a problem is reported, staff should first identify the relevant facts and check the booking or service information. The customer should receive clear information about available options. Depending on the situation, a tourism provider may arrange an alternative service, correct a reservation, issue a refund or provide compensation. Details of the problem and the action taken should be recorded. Accurate records help the organisation identify recurring service failures and improve future service.
1) What common tourism problems are mentioned?
2) What should staff do first when a problem is reported?
3) What actions may a tourism provider take?
4) Why should the problem and the action taken be recorded?
5) Знайдіть у тексті англійські відповідники: «доступні варіанти», «альтернативна послуга», «повернути кошти», «повторювані недоліки обслуговування».
Оцінювання: до 2 балів. Загальна максимальна оцінка – 4 бали.




