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Take off

pilot waiter

tour guide resortrep

flight attendant chef

tourist information officer porter

travel agent hotel manager
receptionist airline check-in clerk

1 What jobsdothe people in the pictures do? Choose
from the list.

2 Putthe other jobs into categories, for example, travel
Jjobs, hotel jobs.

3 How many different categories are there? Can you
think of other tourism jobs for each of the categories?
Ifyoudon't know the name, describe or mime what the
person does.

What is the best job in tourism in your opinion?




What is tourism? 5

#

LT R T—T—

|

Vocabulary
Adjectives for job skills

With a partner,look at the adjectives for describing
people.

1 Find six pairs of opposite adjectives.

calm friendly  flexible extrovert
nervous lazy smart shy
disorganized creative  confident hardworking
scruffy practical ~organized unfriendly

2 Choose one of the jobs in Take off. Say which three

qualities are the most important.

Speaking

Careers questionnaire

1 Whatis your working style? Look at the questionnaire
and tick (v) the qualities and skills which describe you.

2 Discuss your answers with a partner.

3 Which three skills are most important for a career in
tourism?

In this unit

® jobs in tourism

® describing job skills

@ describing job routines

® the tourism industry today

e Language spot
Describing job skills

Look at the sentences for describing job skills and abilities.

+infinitive +—ing or noun

I can make people relax. I enjoy meeting new people.
I know how to use I like working independently.
computers.

lamwillingtoworklong  Iam good at languages.
hours.

lam able todo morethan | feel confident about
onethingatthesametime. dealing with money.

1 Complete the paragraph. Choose from the words in the
list.

be / being understand / understanding
smile / smiling use / using
speak / speaking work / working

So you want to work in tourism?

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

2 Look back at the jobs in Take off. What skills and
abilities do you think they need?

EXAMPLE
Aflight attendant has to be willing to work long hours.

» Goto Grammar reference p.119
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Andrew Sharpe

Personal details
Age 28
Single

Born in the Parish of Manchester, Jamaica

Tourism experience

Started in tourism at the age of
twelve, as an assistant in a restaurant
Trained on the Cayman Islands —one-
year work experience as a chef

Other tourism jobs: hotel front desk,
car rental supervisor, night manager
of asmall hotel, check-in clerk for a
charterairline

Present job

Runs his own tour company
(Authentic Caribbean Holidays Ltd.)
Promotes ‘Unique Jamaica’
programme (adventure travel)
Attends trade fairs

Runs in-school programmes for
Jamaican students to teach tourism
development, sustainability,and
community tourism

Offers internships and work
experience for university students

‘There’s so much todo in tourism.

There are many aspects: hotels, water

sports, tour operation, travel agents.’

What do you need to succeed in
tourism?

‘Working in tourism is about love -
love for the industry. If you don't love
it, forget it.It's a people industry. It’s
providing service.It's people enjoying
and experiencing your culture. That’s
crucial. If you don’t have that love, it
doesn't make sense. If you work in
the industry,you've got to love it.’

tourism?

It’s my job

Read about Andrew Sharpe from Jamaica.

1 When did Andrew start working in tourism?
2 What jobs has he done in tourism?

3 What does he do now?
=

What does he think is important when you work in

5 What does he want to do in the future?

What do you like about tourism?

‘You get to experience different
cultures,coming to Europe to see
how they operate and live, what they
like ... In Europe you see something
done differently which can help you
with the same procedure back home,
looking at it from a different angle.
Even travelling inter-island, visiting
various islands, then you see “OK, this
island does it this way, we do it that
way”,and so forth!

What do you do to relax?

‘As a Caribbean, part of our life is
enjoyment —having fun, our music,
food, culture —it’s natural

for us. | play cricket. | love cricket, with
friends, on the beach, and football ...’

What’s the future for you?

‘My goal is hopefully to become
Minister of Tourism, Director of
Tourism, that's my main goal. You have
to have arounded knowledge of the
industry, from ground level to the top.

N



Listening
Three jobs

2 John

1 Kelly 3 Suzanna

1 () Listentothree people talking about their jobs.

1 Which jobdothey each have? Choose from the list
in Take off.

2 Which of them
a enjoys working with people?
b gets one day off a week?
¢ works shifts?
d works mainly in the back office?
e only works part of the year?

2 () Listenagain and complete the extracts.
ST e S U e e e RS e S

Extract 1
Tarrivals, hand out 2, process
enquiries and 3, that kind of thing. | work
4 which can be adrag.| Sstart

at sixin the morning, which is OK because | get off nice
¢ldothe late turn and
don't finish till after midnight — this week |

Tthe late shift.

and early, but then

Extract 2
8 directly with the public at the desk.On a
typical day,I'm on the phone and the ?
most of the time. |
my_____ "andthat

forthe first part of the morning at least. | have to talk

' the day by checking
2the agenda

to local businesses, hotels, tour companies, to check
that Bthe service they want, that we're
stocking their brochures and soon.lalso 39
presentations,and | get invited to a lot of social events
to network and talk about tourist information services
n the city.

5 on a big presentation for some Italian
clients at the moment.

What is tourism? 7

RS e e e
Extract 3
We work very
days.We take the 7who are going home to
the airport at six in the morning, and bring back the

16, especially on changeover

new group.We then have to get them settled, sort out
any '®—and there always are problems! -
and do the paperwork.So | 9 until

midnight on changeover day.

e Language spot
Describing job routines

EXAMPLE
Kelly: Tusually start at six in the morning ... but this
week I'm doing the late shift.

1 Which of the verbs describes a habitual action and
which describes a temporary activity or arrangement?

2 Underline other examples of the tenses in Listening 2.

3 Complete these sentences with the correct form of the

verb in brackets.
i

1 Tusually (finish) at five, but today I
(work) until eight.
2 We (not have) many guests outside the

summer season, but a big conference

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

3 Some of the rooms (not have) private

bathrooms. Which room (stay)in,madam?
4 1 (wait) for a call from the manager. She

(want) me to show some important

clients our deluxe suites. They (think) of
holding a business meeting there.
5 I (work)withcomputersalot.Infact,

(do)a special training course at the moment.
I (go)tocollege every Tuesday evening.

» Goto Grammar reference p.119
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What is tourism? This is the stuff that changed the world. Along
Tourism is the temporary short-term movement with a handful of other things — television, sex,
people to destinations outside the places where  and the computer—the ability to travel the world
t mally live and work, and their activities freely sets those who live in the late 20th century
during the stay at these destinations. (and early 21st century) apart from those who
Tourism Society lived before it.
UK, 1991 Michael Elliot
° 1991,The Pleasure Principle’. The Economist, London
@ . E3
Speaking Pronunciation
Job skills 1 §) Listen to these words. How many syllables do they
have? Tick () the right column.
Number of syllables Strongest
Word 1 2 3
agent 4 first
attendant
manager o
caterin
1 What questions would you ask to find out this = g — - ;
information about the two people? guide =
Nationality Where does he / she come from? porter -
Age tourism
- pilot o a
Qualities and skills p _ o
Working hours attractions
Typical daily tasks calm _
Things he / she enjoys about the job
Relaxing after work 2 ) Listen to the words with two or three syllables.
Own holidays

Which syllable is strongest?

2 Work in pairs. Student A, look at p.108.Student B, look

t
3 Sayeach word.Let your partner check your
at p.118. Ask about each other’s person.

pronunciation.

Vocabulary

Industry sectors <% Public sector | 1 Tourist

; . tourism | attracti
1 Thetravel and tourism industry has different sectors. . L

Look at the diagram and match the descriptions a—f
below with the six sectors.

a people or companies that organize and assemble
the different parts of a holiday or tour

b places to stay, such as hotels, and the food and
services that are provided there

4 Tour 3 Accommodation
operators  |and catering

¢ placesthat tourists want to visit

d ways of travelling between different places, such as
trains and airplanes

e government organizations that promote and

develop tourism 2 Think of alocal example for each of the sectors from

f people or companies that sell the holiday or tour to your city or country, for example, the name of a local
the customer travel agent.
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tourism /'toarizam/ NOUN [U] the
business of providing and arranging
holidays and services for people who
are visiting a place

Customer care
‘The customer is always right’
Do you agree that ‘the customer is always right'?

Look at this definition. Think of your own good
experiences as a customer. Tell your partner about them.

Tourism is about customer care:

It's about people, not just places.

It's about always smiling.

It's about always listening.

It's about delighting the customer, not just serving
the customer.

It's about loving your job, not just doing it.

Find out

Na f BNy AR RION T, s
Wiersemyon findauk FABT SHEET me of country / region
v v

facts and statistics on Sources for information and statistics: ...
tourism in your country?

) Website Location

What are the names of the 5 : A

main tourism corpanies in National tourism board (0r office) e s
your country? Find their Regional / local tourism office (TIC)

websites and note down Other useful websites s

information on what they S
do,when they were

founded, what jobs they Sector Example Website Location Other information
provide-and anythingelse company (e.g.size, no. of visitors,
that you find interesting. branches, etc.)

oas Tourism attractions
Writing

Country fact sheet
Complete this fact sheet Transport
for your country (or
region).
Accommodation
and catering

Tour operators

Travel agents
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challenge (n) something economy (n) the operation security (n) the state of
new and difficult that forces  of a country’s money supply,  feeling safe and being free
you to make a lot of effort commercial activities,and from worry

currency (n) the system and industry

type of money that a flexible (adj) that can be

particular country uses changed easily

Reading

Tourism: the biggest business in the world
1 Discuss these statements with a partner. Write T (true)

or F (false).

1 Onein fifty of all workers are employed in tourism
related industries.

2 The number of international tourism arrivals will
more than double between 2004 and 2020.

Tourists often worry about international security.

4 Tourismhas only had a good influence on the

modern world.
Tourism is one of the biggest
2 Read the article to check your answers. businesses in the world. There are
nearly 800 million international
Five Days Trip to the West of England tourist arrivals every year. It

employs, directly or indirectly,

ﬂHAHMINn [xc““8|"N one in fifteen of all workers

worldwide, from A to Z, from
CHELTENHAM, GLOUCESTER airport cleaners to zookeepers,

R%gg?@m and includes bar staff, flight
EXETEB, & PLYM“UTH attendants, tour guides. and
T 5 : t Jtisah rt of th
TUESDAY, JUNE 18, 1850, resortreps. ItIs a huge part of the

SPEGIAI. TRA'NS eeonomy of many countries —in

countries such as the Bahamas,
over 60% of the economy is
based on tourism.

A SPECIAL TRA
S Tourism is a fast-growing

business. When Thomas Cook
organized his first excursion from
Leicester to Loughborough in
1841, he probably didn’t know
what he was starting. Key
developments in the last 150
years or so have led to the rise of
mass tourism. There have been
technological developments in
transport, in particular the
appearance of air travel and
charter flights. There have been
changes in working practices, with
workers getting paid holiday time
and working shorter and more
flexible hours.

In recent years we have seen the
growth of the Internet and
globalization, making the world
seem a smaller but very
fascinating place. The tourism
industry grows faster and faster
each year. In 1950, there were 25
million international tourist
arrivals. In 2004, the figure was
760 million, and by 2020 it is
predicted to be 1.6 billion.

But what are the challenges
today? The tolrism industry is
affected by many different
things: international events,
economic change, changes in
fashion. New concerns and
worries appear every year, for
example as people become more
worried about security and
international terrorism, or as the
value of their currency changes.
But new destinations and new
sources of tourists also seem to
emerge every year.

Tourism survives. It is a powerful
and sometimes dangerous force
in the modern world. Tourism
creates many good jobs and
careers, but it also produces
many poor and badly paid jobs.
Tourism can help to protect
environments and animal life, but
it can also damage them.
Tourism can save cultures and
the local way of life, but it can
also destroy them. Tourism can
change countries — and people -
for the better, but it can also
change them for the worse.

Tourism is one of the biggest
industries in the world. It is
perhaps also the most important
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3 In pairs,answer and discuss these questions.

What do these numbers in paragraphs 2 and 3 refer
to?

a 1841

b 25 million

¢ 760 million

d 1.6 billion

2 What are the four positive and four negative effects
of tourism mentioned in the article?

How many jobs in tourism can you think of?
EXAMPLES
Als for airline check-in clerk.
Bis for baggage handler.
E15 0T

<+ Which of the key developments in tourism do you
think were the most important?

Canyou think of some recent international events
that have affected the tourism industry?

2 Doyouthink tourism is a positive or a negative
influence in the world?

Vocabulary
Personal Learning Dictionaries (PLD)

1 Look back at the dictionary entry for the word tourism
on p. 9. How many different pieces of information does
“he dictionary give you?

2 Which of the pieces of information in this list is not in
thedictionary?

The word (e.g. tourism)
Its translation in your language
The phonetic transcription (e.g. /'tvarizam/)
The part of speech (e.g. noun)
Any relevant grammar or language features
(e.g. uncountable)
Use in an example sentence (e.g. Tourism is the
world’s biggest industry and employs millions of
people throughout the world.)
Related words (e.g. tourist)
Any other important information

3 Select the most important words from this unit. For
=ach word, prepare an entry for your Personal Learning
Dictionary.

Checklist

Assess your progress in this unit. Tick (/) the
statements which are true.

I can understand articles describing the
tourism industry

I can understand people talking about their
jobsin tourism

I can describe job / work routines and skills

I can ask questions about the personal
profiles of tourism employees

E
Key words

Jobs

check-in clerk

chef

flight attendant

pilot -
porter

receptionist

resort rep

tour guide

tour operator

tourist information officer
travel agent

waiter

Nouns

catering
charterflight
destination
excursion

public sector
retail

shift

tourist attraction

Adjectives
online
worldwide

e
Next stop

T Which countries have you visited as a
tourist? Which countries would you like to
visit? Why?

2 What famous attractions have you seen?

3 Which was your favourite,and why?



2 World destinations

Take off

1 Do you know the names of these famous attractions?

2 Match them with the outline map of the country
where they are located. What are the names of the
countries?

3 What type of attraction is each one? Choose from

the list.

historic monument beach
theme park cathedral
castle temple
natural geographic feature skiresort
palace

4 Canyou find these types of attractions in your country?
Give examples.
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Pronunciation
Look at the dictionary transcriptions of some countries
and cities.
spem rafa mo'drid
framns 'kaenada ‘peers

andan 'ttali hangari
meksikao mos'kao toukijoo
tlama ‘elanz ‘d33:moni
raom dzo'paen bra'zil

Zan you find the following places?
1 Spain

2 France

> Japan

+ China

Russia

_dentify the other places.
%) Listen and identify the ten places you hear.
%) Listen again and repeat each place.

“ractise saying the place names from the dictionary
“ranscription.

=ow do you know where the stress is in words with
~ore than one syllable?

Listening
Where do tourists go?

~en we look at the movement of tourists (or tourist
there are three types of tourism. Match the words
w with their definitions.

iomestic tourism
Z inbound tourism
utbound tourism

people leaving their country to take holidays
people taking holidays in their own country

h countries do you think receive the greatest
r of tourists?

In this unit

@ tourist destinations and attractions
® tourism flows

® numbers and statistics

@ describing resources and features

3y Listen to the numbers. Which one do you hear?
a 19,000/90,000 ¢ 13.5/305
b 18 million / 80 million d 15/50

4 () Listen and repeat the numbers.
19 90 18 80 13 30 15 50

5 Write down some similar numbers. Do not show them
to your partner. Read them to each other. Can you
identify them correctly?

6 () Listento this presentation describing the top ten
country destinations for tourists. Complete the table.

Position Country Number of tourists

Ist R -
2nd
3rd
4th
5th
6th
7th
sth
ath

10th

7 What do you know about the ten countries as tourist

destinations? Think about the following categories and
give examples.
Towns and cities
Natural attractions and features (e.g. beaches)
Historical and cultural attractions
Purpose-built attractions (e.g. theme parks)

8 Think about your own country.

1 Where do domestic tourists go? What attractions do
they visit?

2 What places do inbound tourists visit? Which
countries do they come from?

3 Where do outbound tourists go? Which countries do
they visit?
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In Hawaii, AmMerican
and Japanese
tourists outnumber

In 2004, an estimated

7 6 O [T tourists

travelled internationally,

8 O % of all international

travelis made up of
nationals of just
twenty countries.

1
2

Reading
Where do tourists come from?
Which countries do you think generate the most tourists?

Look at this graph of the eleven highest tourist-
generating countries. Can you identify each country
from the first letter and flag?

or nearly 12% of the world’s

Hawaiians by five to one in

people. the summer.

Speaking
The biggest spenders and the biggest earners

Look at the word grid and complete the sentences.
earn (v) to get money by working )

receive (v) to get or accept sth that
sb sends or gives to you

spend (v) to give or pay money for sth

. J Verb spend earn receive
Noun (person) spen;r earner -

I I F Noun (th?g) expensTes earnings  “receipt

expenditure
- R 1 Ifyou more than you ,you
will get into debt. But if you more than
I* I C you ,you can save.

2 ThelT managerisoneofthehighest____ in

I I the company. His total are twice what I

L —JV] .
———— 3" When you are on a business trip you can claim
things like travel and hotel costs as .But
h you must remember to geta
4 The travel agency didn't make a profitlast year
] LA U because the was greater than the
21 AN

3

0 10 20 30 40 50 60 70 80

million tourist departures per year (2000)

Does any of the information surprise you?

from customers.

Which of these countries do you think are the biggest
tourist spenders, and which are the biggest tourist
earners?

U Austria Germany the Netherlands
Canada Greece the UK
China Italy the USA
France Japan

Work in pairs. Student A, look at p.108. Student B, look
at p.113. Give your information to your partner and
complete the blank chart.

Compare your charts. Identify the countries which
receive more from tourism than they spend.



Vocabulary

Tourism features and attractions

World destinations 15

The things that attract tourists to a particular country can be divided into different groups. Look at the table.

Climate

Natural Built Events
features attractions
rainy beach cathedral carnival
sunny desert museum folk dance

Food, drink,and Accommodation Transport
entertainment

restaurant hotel train

bar motel plane

Decide which column the words in the list should go in
there may be more than one possibility). You can use
an English-English dictionary.

harbour castle damp
music festival concert metro
campsite countryside nightlife
waterfall art gallery temperate
chilly heritage coastline

Complete the sentences.

Idon't really like the city.I prefer tolive in the

2 There aren’t many beaches on the island. The

is mainly rocky with steep cliffs.

3 The Netherlands has a climate, with

mild winters and cool summers.

4 These beautiful old churches are part of our national

Can you think of any other words to add to the table?

Work with a partner. Use the new words to talk about
vour region or your favourite holiday destination.

Customer care
Different destinations — different customs

Working in tourism means meeting people from
different countries. It also means sending people to
different destinations with different traditions and

customs. It is important to respect and understand
these different traditions and customs.

How can you find out more about the traditions of
visitors from some of the countries listed in this unit?

How can you help tourists to understand local traditions
and cultures when they visit other destinations?
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Where in the world?

1 What do you know about New Zealand and the

The Balearic

Balearic Islands? Think about: climate, geography and i S i and S —
location, natural features, main attractions, and their
importance as a tourist destination. Mallo rca,
2 N ead the descriptions and check your a .
owr e descrip nd check your answers Menorca’

3 Which text would you find ihi
i1Zza
1 inareference book? '

2 inanadvertisement or brochure? FO rmentera
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# Sem, sea,and culture - with a Spanish style

The gorgeous climate boasts more

than 300 days a year of guaranteed
sunshine, making the islands the ideal
setting for a beach holiday.The long
hot summer stretches from May to
October, with temperatures around
27°C —just right for relaxing and
getting a tan.

& 300 days a year of guaranteed sunshine
# Fabulous beaches

® Easytogetto
# Great entertainment
# Semething for every type of tourist

The islands offer a number of
attractions for tourists. Sun-seekers
will love the fabulous beaches. Fun-
seekers will enjoy the exciting nightlife
— the clubs and discos of |biza provide
plenty of entertainment for young

~-z1ng between Spain and the North

| =~ z2n coast, the Balearic Islands offer
=fect location for a fantastic holiday.
zre four main islands for you to
22z from, each with their own special

® Language spot
Describing resources and features

people. But there’s more to these
islands than sun and fun.You can also
enjoy wonderful architecture (the
Gothic cathedral at Palma is well
worth visiting), hilltop villages, olive
groves, great food,and hidden beaches.
You can take a relaxing fishing or
sailing trip, or go to one of the many
festivals. If you go in June,don’t miss
the spectacular Fiesta of San Juan at
Ciutadella on Menorca.

Whatever you want from a holiday, the
Balearics will help you find it.

New Zealand

The Baleariclslands

Describing New Zealand lies in the South Pacific Ocean.
geographical It consists of twoislands. It is located 1,600
i

features km south-east of Australia.
Describing The climate is generally temperate and damp.
climate The extreme north has got an almost

subtropical climate.
Describing The main attraction for tourists is the scenery.
tourist The landscape is largely unspoilt and very

attractions varied. There are mountains, lakes, glaciers ...

1 ook at the expressions used to describe resources and
‘zaturesin the text on New Zealand.

Does the text on the Balearic Islands use the same
=xpressions?

2 Which different expressions does it use to describe the
tnree areas? The verbslisted below will help you

:dentify them.
float choose stretch provide
offer boast love enjoy

3 Thetextonthe BalearicIslands is trying to attract
tors. One way it does this is to use sentences where
nesubject is ‘you'. Find the sentences using ‘you'.

v

4 Use the sentences you identified in 2 and 3 to help you
to write similar sentences for New Zealand.
EXAMPLE
Floating in the South Pacific Ocean, New Zealand offers
the perfect location for an exciting holiday.

5 Usethe sentences about New Zealand in the table to
write similar sentences for the Balearic Islands.
EXAMPLE

The Balearic Islands lie between Spain and the North
African coast.

» Goto Grammar reference p.120
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Listening
Favourite places

1 ) Listentothree people talking about their favourite
holiday destinations.

Which of the places in the list do they each say is their

favourite?

London
Scotland
Northumberland
Zurich

Vienna

a Liz

Regula _

Valery

Budapest
Prague
Barcelona
Cyprus
Ibiza

What do they like about each of their favourite places?

Y Listen again to Liz. Match the four adjectives with
the four nouns to form word combinations.

A

remote
spectacular
ruined
dramatic

B

views
coastline
cottage
castle

Match these eight adjectives and eight nouns to form
more word combinations. Then check your answers
with the listening script on p.128.

A

cheap
cultural
delicious
happy
relaxing
exciting
lively
crowded

B
memories
bars
beaches
heritage
nightlife
flights
break
food

Work in pairs. Have you ever been to places with
similar features, for example, a dramatic coastline?
Tell each other about the places.
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Checklist

Assess your progress in this unit. Tick (V) the
statements which are true.

I can talk about tourist destinations and
flows

| can understand and describe statistical
charts and simple graphs

Speaking

I can understand people talking about their

Describing a destination favourite destinations
1 Work in groups. Think of another destination (not your I can understand descriptions of resources
own country or region). Make statements to describe it and features in tourist destinations

o the other students in the group. Can they guess the
nlace inless than ten statements? You get a point for
every statement that doesn't lead to a successful guess.

2 What do you know about the Seychelles and South _

I can produce descriptions of resources and
features in tourist destinations

Africa?
Key words
Writing Specialist industry terms
yioges - e domestic tourism -
Describing a destination HBGHRE LU
‘Write descriptions of two other tourist destinations, outbpund tourism
using the information files on p.109. Make one a tourist flow
factual description, and the other more like an Nouns
:dvertisement or brochure. carnival harbour
cathedral heritage
B climate historic monument
Find out coastline landscape
1 Thinkof a country or a region. It could be your own countryside receipt
country or region or a country or region that you know ' desert temple
well. expenditure theme park
“Where can you find out more about the place you have Adjectives
-hosenas a tourist destination? remote
—_ a dth spectacular
3 :.;.L. out gs much as you can ag recor , the temperate
‘nformation under the following headings. unspoilt

Location and geographic features
S e
Transport

Tourist attractions Next Stop

Other information
1 What different types of holiday have you had

2 setheinformation you have found out on the country in the past?
crregionto
) ) ) 2 What was your favourite holiday? Why?
write a factual information sheet
write a brochure description 3 How did you arrange the holiday -
prepare atalkor presen‘tatjon independently (by yourself), through a
) ) ’ company,online,or some other way?
_se pictures and visuals where possible.
3 “resentyour talks in small groups. Listen to each
“ner's talks, make notes, and ask questions.
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3 Tour operators

Take off

1 Look at the different package holidays. What type of
holiday are they advertising?

2 Which holiday(s) would you choose? Why?

Have you or has anybody you know ever been on a
package holiday?

4 Why do you think people go on package holidays?
Think of three reasons. Compare your reasons with
your partners.

package holiday (US package tour) noun |C| a
holiday that is organized by a company for a fixed
price that includes the cost of travel, hotels, etc.

iieE =N

Listening 2 ( Listen again and choose the correct answers.
. 1 How farinadvance doto tors bu
Why choose a package holiday? e T REERR Y ]
accommodation or transport? o
1 Gy Listen to Helga, who works for Das Reise Biiro, a a Sixmonths -
German tour operator. What are the reasons she gives b One year -
for choosing a package holiday? Are they the same as ¢ Two years ot
yours? d Three years .y
2 What things does Helga say that people will need -
money for on a package holiday? ™
i : o
a Buyingdrinks
L
b Buying souvenirs .
¢ Carhire -
d Paying for taxis ::
3 According to Helga, what does a tour operator’s L]
representative, or ‘rep’, do?
4 Helga says that package holidays produce ‘peace of :

mind’ What does she mean?



Reading

The role of tour operators

Read the article and find the answers.

1 Package holidays are created by tour operators and
then sold through the chain of distribution.

a What are the components of a typical package

holiday?

b Who else forms part of the chain of distribution?

¢ How many different types of tour operator are

there?

-kage holidays, which are also known

- package tours, include all of the
—ponents necessary for a complete
ation:

sransport to and from the destination
fers between the airport / station
ort and hotel

“2od and accommodation at the
lestination

-

ther services such as a guide or
noliday ‘rep’.

"= professionals who bring these
=ments together to create a holiday are
- led tour operators. They buy in
“wance and in bulk from the principles:
~ines, shipping lines, hoteliers, and so

Because they buy hundreds of seats
- rooms from the principle, they pay a
:ch lower price for them than an
~“inary member of the public. The tour
~=rator then converts this bulk into
“vidual packages known technically
< ‘nclusive tours (ITs). These are
rzeted to the consumer through
=l agents or by other systems.
= the past tour operators sold almost
~irely through travel agents, but today
- also use direct selling. This strategy
~inates the travel agents from the

v

In this unit
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® advantages of package tours
® the role of tour operators
® asking a tour operator for information

® prepositions of time

® preparing a tour brochure or web page

2 There are two other terms that mean the same as
package holiday. What are they?

3 To buy in bulk means to buy something

¢ insecret

a ontheInternet
b inlarge quantities

d alongtime before you need to use it.

4 Why is it important to buy in bulk in tour operation?

Why do you think specialist tour operators prefer to
sell direct to their clients?

6 If you could work for one of the four types of tour
operator, which would you choose?

Putting a package together

chain of distribution, and this reduces
the final cost of the holiday package
because direct sell operators do not have
to pay commission to a travel agent.
Many smaller tour operators, for
example, prefer to deal directly with
their clients.

Not all tour operators‘sell the same
type of holiday. The really big operators,
the mass market operators, produce low-
cost holidays to traditional sea, sun, and
sand destinations like Spain, Greece, or
Turkey. Other operators limit their

product to customers who want a very
specific type of holiday. These specialist
operators sell adventure holidays,
holidays for single people, holidays for
motor-racing fans, and so on. Domestic
operators specialize in tours for people
who want to holiday in their own
country, whilst incoming tour operators
are specialists in providing holiday
packages to visitors coming from abroad.
For example, ‘Vastravel’, an Italian
incoming tour operator, sells tours of
Italy to people from the rest of the world.

Principles
Transportation + Transfers + Accommodation + Other services

Tour operator

e

Direct selling

Travel agent \_%

|
|

U

Clients
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It’s my job Listening

The ‘Peace in Burma’ tour

Begona Pozo

Begona's main job is organizing escorted tours of
Burma, in south-east Asia. :

J 1 Why do you think people visit Burma?
2 () Listento Begofia describing one of the tours she
- organizes. Tick () the places the tour visits, and the

Fifteen years ago Begona Pozo and her sister opened a activities the tourists can do.

travel agency because they both love to travel. Now
she is the European agent for Myanmar Gold, a

Place Activity

specialist tour operator for Burma. What do you think —_— —
she likes about her job? O Bagan Rent a bicycle -
Now read on. 0O Bago Spend some time at the beach

- O Inle Visit a school of Buddhism
Begona says: O M G 3

) andalay Go trekking in the mountains

...about herjob |love tosellandtoworkin the office... O Ngapali Practise yoga
totrytointroduce the place to my clients,and to show 0 Sittwe Visit the city’s floating markets
them the place and tell them that they have to go there. O Thailand Visit some of the many temples
...about Burma Burma has started to attract tourists 0O Thandwe Go horseriding
from all around the world. It's very beautiful and Yangon~__—Visit the capital city

everything is so traditional.
ything 3 Listen again. Which activities can you do in which
...about Burmese people They're always smiling. And

place?
very often they give you presents because they are ‘
Buddhists. You can tell that religion is really important 4 What is the main problem Begoria has when she tries
tothem. to get people to go to Burma?

..about Asia [thinkthat people in Europe are not as
friendly as in Asia. Asian people are very friendly. On Thai
Airways the flight attendants always bow when you
enter the plane.On European airlines they often stand
with theirarms crossed. Asian culture is more polite.
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F

-van12 Million
people inthe UK

take a package holiday each year.

L]
e Language spot Pronunciation
Asking questions 1 Saythe following words. Pay attention to the stress.Is it

on the first or second syllable?

accept agent local travel
2 ( Listen to the words. Were you right?

3 (7 Listentothe stress pattern in the following words
and then write them in the right column in the table.

brochure customer  holiday package
commission discount include providers
component domestic inclusive transfers
O ® Qoo °®e
agent accept
One way tour operators like Begofia market their local )
product is by attending tourism fairs. There they can travel
meet other travel agents and direct-sell clients.
1 Look at the notes below. They were made by a travel
agent who is looking for different types of package
holiday to sell.
= t
- Brochures of tours?
- : Price include transkers? 4 Practise saying the words in each column.
=3 Price include meals?
=3 Use local hotels? H
i Speaking

Accept groups ¢

oy Blend Barspanst Talking to tour operators

— & How much? 1T Work with a partner. Student A, look at p.109 and study
=3 Travel agent's commission ~ how iR the information in the box. Student B, you are the travel
= agent. Look at p.114. Follow the instructions.
EXAMPLE
2 What were the questions the travel agent asked when Tour operator Good morning. Can I help you with

talking to a tour operator? anything?
EXAMPLES Travel agent Yes, I hope so.I'm a travel agent from
Brochures of tours? (your country / region).I'm looking for
‘Do you have brochures of your tours?’ toursto...

Price include transfers?

Piges the price include ransferd® 2 When you have finished, change roles and choose the

information from a different tour operator.
3 Canyouthink of any other questions the travel agent
might ask?

» Goto Grammar reference p.120
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former (adj) of an earlier time;
belonging to the past

glimpse (n) a very quick and not
complete view of sb / sth

Reading
Aninclusive tour

Tour operators regularly use brochures and the

Internet to advertise their package holidays and tours.

1 Lookat the map of the Baltics. Read through the tour
and connect the cities and other places in the order in
which they are visited.

2 Oneof your clients is interested in visiting the Baltics.
Look at the tour description and find the following
information for the client.

1 Thelength of the tour

2 Departures for the second half of July or beginning
of August
What type of accommodation will they have?

4 The basicprice of the tour

5 How much will the tour cost for one person using a
single room?

6 Doesthe cost of the tour include
a allfood and meals?
b entry costs to monuments?
c arrival and departure transfers?

7 Willthere be a guide on the tour?

3 Work with a partner. Student A, you are the client.
Student B, you are the travel agent. Ask and answer
questions about the Baltics tour. When you have
finished, change roles.

A glimpse of the

Baltics

Visit the three independent

Baltic Republics of Estonia, w
Latvia, and Lithvania on

this short escorted coach

tour. The emphasis is on

the capital cities.

LADIN@YINIORR Arrival. Transfer with private driver and

guide. Check in at the hotel. At 7.00 p.m. welcome drink at the
hotel where you will be greeted by tour guide or representative
Overnight at Hotel City Park or similar in Vilnius.

LD TN @RTIONIVAERILVNYNR  Morning city tour of Vilnius

capital of Lithuania for more than 600 years. Afternoon tripto .

Trakai, former capital of Lithuania. Visit to a 14th century cast
For ages it served as a defensive structure and residence of

Lithuanian Grand Dukes. Overnight at Hotel City Park.

VDN GATNVIERNEY Morning departure by coach to

Riga, the capital of Latvia. Visit to Rundale, a beautiful baroque

palace south of Riga. It is a splendid example of the work of
ltalian architect F.B.Rastrelli. Arrival in Riga. Check in at the hor
Overnight at Hotel Radisson SAS Daugava or similar in Riga.

Guaranteed departures: Fridays 2007

Jun8, 15,22 29
Jul6,13,20,27
Aug 3,10,17, 24

From: 5845 per person double

5345 single supplement

Includes:

*  5nights at first-class hotels

*  daily breakfast

* | welcome drink

* transporfation by air-conditioned coach
* private arrival fransfer

*  sightseeing per ifinerary

* |ocal tour guides

* fox and service charges

+ individual information package (city

guides and progrommes)




dawn (n) the early morning, when light
first appearsin the sky

navigable (adj) that boats can sail along

sacred ( adj) connected with God, a god, or
religion

snack (n) food that you can eat quickly
. between main meals

e Language spot
Prepositions of time

1 Match the prepositions at, for, in,and on with the time
expressions on the right.

Sunday
Easter
10 June

the weekend

at

YN /NIININE (0 the morning a city tour of for

the afternoon

e siting the medieval town, Riga Castle, St. Peter’s _ SX Ay i
e the Old Guild Houses. Afternoon departure for Tallinn n night
= stop in Pdrnu. Arrival in Tallinn. Check in at the hotel. on
- ght at Hotel Domina llmarine or similar in Tallinn. BhresammEr )
4 o'clock
Morning city tour of Tallinn, visiting the e —

-wn of Tallinn — an example of Gothic architecture in the -
~nd Nordic countries. The tour includes the Toompea 2007
= +he Russian Orthodox Cathedral, and the Town Halll ==
= Afternoon free. Overnight at Domina llmarine or.
2 Use the correct preposition (at, for, in, on) to complete
the itinerary.

L DY VRTINSO After breakfast, the tour
T Ba A .

ndividual departures. BAsiICALLY BOLIVIAN

Day 01 Arrive at La Paz International Airport.
__121.30h.Transfer to the hotel, check-in,and

thtsup-per
‘ Day02 LA PAZ

Half-day tour of La Paz.Try ‘saltefas’,a Bolivian snack

thatis only eaten 2the morning. Afternoon
free for shopping. Visit a traditional folk music
‘pena’ _ 3night.

Day03 LA PAZ - LAKE TITICACA

Leave after breakfast for the Tiwanaku ruins.
__ “*morethan 500 years Tiwanaku was the
centre of American civilization

Day04 LAKE TITICACA

Lake Titicaca, the sacred lake of the Incas, is the highest
navigable lake in the world. We make an early start
__ sdawntoseethe suncome up over the lake.

» Goto Grammar reference p.120
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2 Lookat these phrases. They are often used by people in
discussions.

Customer care
The personal touch

Asking for suggestions
What can we call the tour?
Have you got any ideas about a name?

Making suggestions

We could call the tour ...

Let’s call the tour ...

What about calling the tour ... ?

Agreeing with a suggestion
Yes, OK.

Good idea.

That’s fine by me.

Disagreeing with a suggestion
Idon’t know about that.
Idon’t think that's a very good idea.

We always call our clients when they are on holiday in
Burma so that we can make sure they are happy and

change anything that they don’t like. 3 Work in groups of three or four. Nominate one person
Myanmar Gold representative tobe the secretary. The secretary must write down the
Coach tours can be very impersonal, so as the tour guide, decisions about each point you discuss.

I make a big effort to learn each person’s name as soon as
possible,and by the end of the second day of the tour at
the latest.

Scantours representative

4 Plan your tour, and make sure that everybody
participates in the discussion.

)

1 Have you ever experienced a holiday or a visit to a w"tlng

tourist attraction when you felt you received the Aweb page fora package tour

personal touch? ) ) . ) )
Use the information from your discussion and write

2 How can tour operators give the personal touch to the text for a web page advertising your tour. You can
tourists before, during, and after their holiday or trip? use the web page for the Baltics Tour as a model.

Speaking
Designing a package tour

1 Youare going to prepare a five-day coach tour of your
country or region. To do this, you will need to make
decisions about
1 which places you will visit

which places you will overnight in

how many nights you will spend in each place

where your tour will begin and end

which services and meals you will include in the price

the different possible dates of your tour

the name of your tour

three ways you are going to personalize your tour.

< o VB W N
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Checklist

Assess your progress in this unit. Tick (V) the
statements which are true.

I can understand someone talking about
package holidays

.
—_— I can understand articles about package
. tours and tour operation
Find out | . .
I can ask questions to getinformation about
1 Who are the biggest tour operators in your country or a package tour
region?

I can produce a tour itinerary for a web page
2 Which are the most popular destinations they offer? or brochure .

3 Which are the new destinations this year?

4 Do tour operators in your country only sell through

travel agents or do they sell direct? Key words
5 Arethere any specialist tour operators in your country? Nouns
6 What type of specialist holidays do they market? br}ochure packgge el Sl
client provider
(Hint: for answers to these questions, look on the commission representative (‘rep’)
Internet or talk to a local travel agent.) direct selling tour operator
inclusive tour supplement
- itinerary transfer
w"tlng operator wholesaler
Describing local tour operations Adjectives
Use the information you have collected by answering domestic
the questions in Find out and write a brief description IRCAMINg,
of how tour operation works in your country. independent
specialist
You can begin like this:
: Adverbs
in advance
in bulk
Verbs
Ty f your country].
Tour OPera“on U b RENE R include
overnight
“he biggest tour operators n [the name of your country’ b
coion] are [the names of two or three tour OperatorS]. NeXt Stop
h ; i 1 Doyou have any friends or family who like
; ‘portant providers in our country, Y y Y
here are a number of imp ¥ going on holiday to places that are
luding [the names of any airlines, hotel groups, etc.] completely different from where they live?
nclu
. 2 What about you? When you go on holida
5 inations that the tour operators Y youg Y
ne most popular destinatl doyou like things that are completely new,
names of the usual ordoyou prefer things that are familiar?

~fferevery yearare [the

Jestinations]. New offers this year include ...
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4 Tourist motivations

.
a
Take off [ Ilike to be active on |

1 Match the quotes with the pictures. Write quotes for | holiday - visit museums, |

the other two pictures. | ogalleries, thatsortof | _
| Air D ——

2 Write down the last three trips you or members of your ¥ 9. J T we spent last Chris:
family made, and the reason. B 4 % iri the moLintain
EXAMPLE Paris—weekend sightseeing trip E outside Kyoto - thz-

3 Workin groups. Show each other the trips you wrote | ¢ | Wh‘?"e my son lives -
down. Can you put the different reasons into | 1wanttosee as much of \ his wife’s Japanes

\W‘m»l oz

categories? the world as possible. I'm

meeting up with a bunch

of friends next month and

we're going hiking in the
Himalayas.

I have to visitour sa
offices in Poland and
Netherlands four or -
N | times a year. It’s hard v

| but really like Poznar
i Rotterdam.

We go to the beach every
summer. | justwantto
relax and switch off and
getsome sun.

e
T
?
|

e

| mmmm——
et ()

Dol
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Reading
Why do people travel?

1 Read the text. How many of the types of trip you listed
in Take off can you find?

2 Look again at the trips you listed and put them into the
categories described in the text.

Inside tourism: reasons for travel

People travel for many different reasons. In the tourism
industry we divide the reasons for travel into three
main categories: leisure tourism, business tourism, and
visiting friends and relatives (usually abbreviated to
VFR).

Leisure tourism can mean anything from excursions,
day trips, and weekend breaks to package holidays,
pleasure cruises, and longer independent trips such as
hillwalking or treks in the mountains. It also includes
cultural trips (for example, to music festivals),
educational trips (for example, study tours), and
religious trips (for example, pilgrims on a walking tour
toa holy place).

Business tourism includes any travel away from one’s
main place of residence, for such events as meetings,
conferences, and trade fairs. It also includes special
trips when workers are given a reward or a ‘thank you’
for good work (this is known as an incentive tour).

Travel in order to visit friends or family relatives is also
regarded as part of the tourism industry. This could be
for a special family party, such as a reunion or a
wedding, or a regular trip made every year.

In this unit

@ motivation for travel

@ describing purpose and reason

® describing trends

@ changes in tourist motivation and behaviour

Listening

Reasons for travel and money spent on
travel

The pie charts show the relative importance of the
different categories of travel with reference to British
tourists.

1 ) Listen toalecture extract and label the percentages
for each category.

a Reasons
for travel

b Money \

spent on
travel

Leisure tourism

. Business tourism

Visiting friends and relatives

. Other

2 Compare the two charts. Why do you think people
travelling for leisure and for business spend more
money than people travelling for VFR?

3 Usethe information from the trips you listed in Take
off to make a pie chart. How is it different from the
chart for British tourists?
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Vocabulary
Reasons for travel

Match the words in A with the definitions in B.

A B

1 Sightseeing  a Along hard walk lasting several days

or weeks, usually in the mountains

b Tourorexcursion that leaves in the
morning and returns the same evening

Visiting the famous places in a city
ortown

2 Trade fair

3 Study tour la

Trip, often to a city or countryside
hotel, that includes Saturday and
Sunday

4 Trek d

5 Conference e Religious or artistic celebration that

comes at the same time every year

6 Wedding f Large official meeting, often lasting
several days, for members of an
organization or company to discuss

subjects related to their work

7 Pilgrimage g Large exhibition and meeting for

advertising and selling a product

8 Day trip h Visit organized by an airline or tourist
resort, etc. where tour operators and
journalists can get to know the

facilities and services offered

9 Festival i Triptoacountryoranareathat
includes visits, lectures, and classes
10 Weekend J Journey or holiday given to a worker
break or group of workers as a reward for

good work

11 Familiarization k
(or‘fam’) trip

12 Incentive | Ceremony where two people get
tour married

Travel toanimportant religious
place

What is the purpose of each of the travel activities:
leisure, business, or VFR?

3 Have you ever travelled for one of these activities? Tell

your partner about it.

4

Listening
Passenger survey

Why do you think people would go to these places?

Argentina Italy Mecca
Bangkok London New York
Edinburgh Madrid Pakistan

G Listen to the conversations at an international
airport. Where are the travellers going?

G Listen again. Complete the information in the table.

Where from? Destination Purpose

Length of stay

G Listen to the first two conversations againand
complete the sentences.

1 We're collecting information us
monitor passenger movements.

2 We're going there the Holy Shrine of the
Prophet Mohammed.

3 We'll probably stay foraweekorso,___ to
do some sightseeing as well afterwards.

4 Thave to have my phone on there'sa

problem at the office.

5 Areyoutravelling trip?
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The world’s biggest attraction?
The Hajjis the Islamic pilgrimage
to the holy city of Mecca. There are
an estimated 1.3 billion Muslims in
the world, and during the Hajj, the
city of Mecca must cope with as
many as 4 million pilgrims.

L]
Py Language spot 5 Complete these sentences spoken by other travellers at
. the airport.
Talking about reason
1 We're going to Amsterdam visit my

1 Match the questions in A with the answers in B. ) -
sister who's just had a baby:.

A B 2 We're just waiting for our connecting flight. It's been
1 Canlaskyou afew questions? a Foraweekorso. delayed ____ technical difficulties.
2 Where are you travelling to? b OK, thanks. 3 They say the flight may be delayed, so I think I'll
3 Whatisthe purpose of your visit? ¢ Certainly. phonethehotel _ we'relate.
4 Why are you visiting d Yes,wewantto 4 We're going toRome ____wewanttoseethe
London? go to Scotland. Coliseiiti
5 :Oo;/;/alo;g areyou planning e Fora study tour. 5 I'm going back to my old university "
Y

: special reunion.I've just bought a video camera

6 What's thereason foryourtrip?  f Bangkok.
— e take a film of everyone.
7 Why don't you check? g It's my brother’s ) o o )
wedding. 6 Use the information in the chart in Listening 3 to role-

play the four dialogues with a partner.

8 Doyou have any other reasons h Business. % Goto Grammar reference p.121

to be here?
2 Which of the questions are asking about reason? Pronunciation
t
3 Linkthese sentences with to, for, because, because of,or 1 & Listen to the underlined part of each country. Are
in case. Check your answers with the listening script on they the same?

p-125. Russia China Germany
We're doinga passengersurvey ___help 2 Say the name of each country. Pay attention to the
with tourism planning. pronunciation of the part underlined.

2 I'vegotanopenreturn______ theyaskmeto 3 () Listen to the part of these words in bold , then write
stay on. the word in the correct column.
WehadtoflytoMadrid____ there wereno e destllnatlon pagigEs

) _ _ change English passenger
direct flights available. chart Egypt pilgrimage

< Wearegoingtolondon___ astudy tour for ehelesin CXPLegsIoN religious
. cultural language
four weeks.

Wearehere__ wewanttoknow about the Russla I China/t| _ Germany fd5
culture,andnotonly_ the famous sights.
4 nichsentence refers to areason that might happen?

4 Practise saying the words from each column.
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Kenya offers a diverse range of interests
forvisitors — beaches, safaris, hiking,
culture,and golf. We haveitall.Ina
nutshell,| can say that Kenya is a wonderful
place for visitors to come.Kenyan people
are very friendly people.

John Muhoho

. Director, CKC Tours and Travel, Nairobi
°
Where in the world? 2 What does he enjoy about his job?
1 What do you know about Kenya? What type of holiday 3 How much of his business comes from the Internet?
activities does it provide? 4 Which of these holiday activities does he mention?
2 What reasons would a tourist give for choosing Kenya begch ' safgri culture
as a holiday destination? SWIIB g eating out golf
shark-fishing  hiking camelrides
3 : sailing mountain climbing
LIStenlng 2 Discuss these questions.
Interview with a Kenyan tour operator 1 What type of tourists do you think are motivated to
1 (7 Listen to the interview with John Muhoho. go toKenya?
Complete the information and answer the questions. 2 How is their motivation different from the tourists
1 to your country? -
Profile
e John Muhoho
Age
Started in tourism
Started CKC Tours

- -~ "

N
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A

tailor-made (adj) made fora
particular person or purpose
and therefore very suitable

Reading

The changing face of tourism

1 Discuss these questions with a partner.

1 Howdo you think tourists’ reasons for travelling
have changed in the last twenty or 30 years?

2 What doyou think is meant by ‘old’ and new’ tourism?

3 Doyouthink these words are related to ‘old’ or new’
tourism? Use a dictionary to help you.

high-rise
concrete

package
authentic

long-haul
fly-drive

2 Read the article to check your answers.

Inthe1980s
and early 1990s, when Africans first realised
that tourism could be a way out of their
poverty, they built very large concrete hotels
on the beaches of Kenya, South Africa,and
other countries. For a time the charter
flights poured in from Germany and Italy.
The tourists hoped to see lions, but also
wanted to lie by the pool and to eat food
fsom their own country and enjoy the other
eomforts of home. The revenue from
Sourism rose sharply, but most of it went to
mternational tour operators.

That was then. Fortunately, a new kind of
Wawel is now in fashion. Today’s tourists are
keaving the high-rise hotels and European
eamforts. Instead they are looking for more
authentic experiences. On the wild coast of
Sewth Africa, young tourists ride horses on
wmspoilt beaches and make their way
wough hills of subtropical vegetation. In

Tourism in Africa

According to the WTO, tourist
arrivals in Southern Africa will
grow by 300% between 2000
and 2020. In East Africa they

popular destination in the
African continent with 22% of
allinternational arrivals.
Little-known African countries
like Ghana and Cape Verde are

tourism

will grow by 170%.
South Africa is the most

predicted to be popular tourist
destinations in the future.

3 Useinformation from the text to complete these tables.

In Africa

1 What do tourists
want todo?

2 What do tourists
want to eat?

independent
ecotourism

employees?

4 Who are the tourism

Old tourism New tourism

3 Wheredo tourists stay?

In general

1 Types of holiday

2 Length of holiday

3 Types of activities
on holiday

4 Destinations

Old tourism New tourism

the evening they sit round the fire and eat
a traditional Xhosa meal of meat and
vegetables; they listen to the local Xhosa
people tell folk stories, before going to bed
in simple tents and lodges. The experience
is not offered by an international tour
operator but by the Xhosa themselves.The
Xhosa tour guides are paid two and a half
times the average rate of pay.

The change from ‘old tourism’to ‘new
tourism’did not happen suddenly. Interest
in the traditional two-week sun and sea
package holiday fell gradually towards
the end of the last century. Individual
tailor-made or independent holidays —
such as fly-drive — have steadily become
more popular. Nowadays people are
taking shorter yet more diverse holidays.
Long-haul flights are increasing and are
making faraway places easier to get to.
More and more tourists are looking for

adventure, activity, and authenticity.
Adventure travel, ecotourism, cultural
tours, and sports vacations are taking
people to more exotic destinations: China,
the Maldives, Botswana, Vanuatu.
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e Language spot
Describing trends

1 Look at these sentences from the text. Which ones
describe

acurrent trend?
apast trend?
atrend from the past to the present?

The revenue from tourism rose sharply.

o v o wN -

European comforts.

¢ Interest in the traditional two-week sun and sea
package holiday fell gradually towards the end of
the last century.

d Individual tailor-made or independent holidays —
such as fly-drive — have steadily become more
popular.

e Nowadays people are taking shorter yet more
diverse holidays.

f Long-haulflights are increasing and are making
faraway places easier to get to.

2 Which tenseisused in each sentence?

3 Canyoufind any other examples of current trends in

the text?

4 Divide these verbs into two groups: go up [A] and go
down [V].

rise
decrease
grow
increase
fall

drop

5 Putthese adverbs in order —from small change to big

change.

dramatically steadily
gradually sharply

6 Usethe graphs to write sentences about the current
trendsin1-6.
Start each sentence with: The number of ...
EXAMPLE
The number of people taking package holidays is
decreasing sharply.

1 package holidays

Today's tourists are leaving the high-rise hotels and

3 long-haul flights

\|

2 weekend city breaks

e

L a

4 beach holidays

a

5" online holiday bookings 6 High Street travel agents

» Goto Grammar reference p.121

Find out

Have there been similar changes in tourism in your
country or region?

What was tourism in your country like (a) twenty years
ago, (b) ten years ago?

How can you find out? Who can you ask?

What are the main reasons why tourists come to your
country or region now?

Use the information you have found out to make a list of
‘old’and ‘new’ tourism features in your country or region.

Writing
Your country or region

Use the information from Find out to write a short article
—with graphs and charts if appropriate —about trends in
‘old’ and ‘new’ tourism in your country or region.
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Checklist

Assess your progress in this unit. Tick (v)the
statements which are true.

I cantalk about purpose and reason
% Icanunderstand a simple passenger survey

Icandescribe past and current trends in

. . : o
Speaklng tourism and tourist motivation
. . PR I canread articles about changes in tourist
Changes in tourist motivation S
motivation

Work in pairs. You are going to look at two surveys on

the main reasons given by tourists for their holiday. _

One is from 1986 and one is current. Student A, look at

p.110. Student B, look at p.116. Key words
1 Find out what, if anything, your survey says about Specialist industry terms
1 the main reason for holiday travel busmeS? tourism
2 attitudes to food and eating ECoatIFion
3 theimportance of having fun fam trip (familiarization trip)
4 theimportance of weather and nature |nFent|ve tO_U'
5 wanting new experiences leisure tourism .
6 meeting people and being with people. VER (visiting friends and relatives)
2 Tell your partner and compare answers. Nouns
concrete
3 Look at the two surveys together. Can you identify any conference
trends in tourist motivation? day trip
fly-drive holiday
tivati
Customer care .
pilgrimage
‘We know what youwant...’ safari
study tour
trade fair
trek
(5] trend
ey wedding
i _7" k” weekend break
Adjectives
z authentic
high-rise
WE KNOW WIHAT YoU LWRNT, | g
EUEN IF YoU DON'T KNOW ong-haul

YOURSELF [
staff working in tourism must be able to understand —
“ne different reasons why tourists have come on Next Stop
oliday. Itis important to get to know your customers.
= nd out why they've come on holiday, what they want 1 Howdidyou bookyour last holiday?

“odo,and then help them to achieve their dreams.

2 Thinkof atravel agency you know.What kind
“ourism Training Journal

of holidays do they specialize in?

=D Tourists and visitors to ‘achieve their dreams’? Or
ld they leave them alone?

“>meon holiday and what they want to do?
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5 Travel agencies

Take off Listening
1 Which travel agency sells more holidays? Allin a day’s work

2 What sort of message do you think each window gives 1 Look at the typical travel agency products and services.
to people in the street? Which of them are free, and which of them does the

?
3 Whatkind of holidays do these two travel agencies S G e S Ty

sell? Who do you think their clients are? 1 Advice on visa and passport applications
2 Airline tickets

3 Brochures for tour operators

4 Coachtours and trips

5 Foreign currency and traveller’s cheques

6 Hotel bookings

7 Package holidays .
8 Traintickets

9 Transport information

10 Travel insurance

2 (p Listen to these customers. Which product or service
do they want?

Speaker Product/ Service




Reading

The sales process
Read the article.

1 Inwhich stage does a sales consultant do most of

the talking?

In this unit
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*

@ services and products offered by travel agencies
@ the stages of the sales process

® dealing with new customers

® suggestions and advice

3 Canyouthink of any other ways of raising customer

awareness?

4 If customers are looking at brochures, why should
you leave them alone?

5 Features, advantages, or benefits —which is the

hardest for a sales consultant to explainto a

customer?

2 Inwhich stage does a sales consultant have tolisten

most carefully?

SIK steps
{0 Success
selling

“our job as a travel agency sales
onsultant is to help your customers
== choose their next holiday. Thisis a

ed job, and in order to do it well,
-u need to follow an established
-utine called the sales process.

Stage 1
= pegin any sales process, it is
Sortant to raise your customer’s
:reness of the products your agency
“=-s. Adverts in the agency window,
=xample, attract people’s attention,
- may bring them into the shop.

Stage 2

s possibly the most important
n sales. Many people are nervous
= buying because they think that
-onsultants only want to get their
<. From the very first moment
ew client, you need to convince

The last two stages are not described in the article.
What do you think happens in each stage?

them that you are really interested in
helping them find the right holiday.

Of course, sometimes people go into a
travel agency just to browse through
the brochures. In this case, do not
stand next to them and ask questions.
Let them know you are there, but leave
them alone. Give them time.

5 closing

the sale 6 after-sales

service

1 raising
awareness

2 establishing
rapport

4 presenting
products

3 investigating
needs

Stage 3

When a customer asks for help or
infor‘mation, we move on to the next
stage — investigating the customer’s
needs. This is also an important part of
the sales process; it is only when you
have a clear idea about where a client
wants to go, when they want to travel,
who with, and so on, that you can
select the best products for them.

Stage 4

When you have selected the most
suitable products, you need to present
them in terms of:

Features — these are what a holiday
has, such as the hotel facilities, transfers
from the airport, excursions, etc.

Advantages — these are what make the
holiday better than other similar
holidays. The fact that the price of a
holiday includes all the excursions, or
all your bar costs, for example, would
be an advantage.

Benefits —why a particular feature is
good for the customer you are talking
to at that moment.

At this point in the process many
customers will want time to think. The
best thing to do is to get their contact
details and invite them to take the
brochures home and browse through
them. If you have done a good job of
presenting the product, they will
probably be back a few days later.

Stage 3

When the customer returns to your
agency ...
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Vocabulary

Sales terms

1 Match the words in the list with their definitions.
advantage benefit consultant
awareness browse convince

1 apersonwho gives information or advice in
business

2 auseful, positive effect that something has

3 knowing about something and probably being
interested in it

4 something that helps or that gives a better chance
of success

5 tospendtime looking at something without a clear

idea of what you want Listening

6 tosucceed in making somebody believe something

A new customer
2 Which words are nouns and which are verbs?

1 ¢ Karland Anita want to go to Australia. Theygotoa
travel agent’s for advice. Listen to their conversation
1 Agood____ doesnotnecessarily know the and answer the questions.

answers to every question, but does know where to 1 Which two stages of the sales process do you hear?
+ 2 Does the sales consultant finish the second stage?

3 Complete the sentences using the words in the list.

find the answer.

2 () Listen again and write T (true) or F (false).
2 Advertson TV and in magazines are used to create i
Karl and Anita want

—— BN, to travel around Australia with their daughter

a package holiday for the three of them

1
3 The_  ofusingatravel agentisthat they 2
3 toflytoAdelaide
4
5

AT i e ekl to travel out to Australia in July

to stay for longer than three weeks
6 tostayin Melbourne for twelve hours.

4 The main of learning English is that

most people in tourism speak it.

3 Do you think the sales consultant did her job well in

5 Thereis so much information to these stages? Why / Why not?

through on the Internet that it is easy not to find
what you want.

e Language spot

4 Use your dictionary. Find three more terms in the

‘ ’ 3 ’ H
article. For each one write out the definition from your Open and‘closed questions
dictionary. Ask your partner to find the word in the 1 G Listen again and complete the following questions.
article.
1 Canl you?
2 Wereyou abouta ?
3 Whereis___ daughter,bythe 2
4 When did you want to ?



2 Which of the questions in 1 can you answer with Yes
or No?

3 How would you answer the other two questions?

4 Questions can be ‘open’or ‘closed’. What do you think
this means?

5 Convert the following closed questions into 6pen ones.

1 Do youwant to be in Australia for amonth?
2 Areyouinterested in visiting Sydney?

3 Do you want to stay in hotels?

4 Areyoutravelling in a group?

5 Canyougo inthe autumn?

6 Are youwilling to pay alot of money?

7 Doyou go there every day?

» Goto Grammar reference p.122

Speaking
Investigating a client’s needs

1 Workinthrees. Take turns to be the sales consultant
and the customers. Sales consultant, look
a2t p.110. Customers, look at p.115.

2 The sales consultant should complete the initial
enquiry form where possible.

w

When each conversation is finished, check that the
nformation is correct.

Travel agencies 39

Travel sales commissions Commission on air ticket sales
used to be around 8% but is
now usually 0%, so the travel
agency charges the customer

for this sale instead.

Travel agencies receive
commission for the sale of
different products. For package
holidays this is usually 10%, for
traveller’s cheques 1% and for
travel insurance 35-40%.

Customer care
Identifying needs

Customer: An individual with a unique set of
characteristics who buys or uses tourism products and
services. Customers have very different needs and it is a
travel agent’s job to find out what these are.

1T What sort of characteristics can you identify as soon as
a customer walks into your agency?

2 What other characteristics do you need to determine?
‘How will you find these out?

TRAVELWELL TOURS
Initial Enquiry Form
Customer name
Booked before with T'T?

Yes / No

Contact telephone / fax / email:

Holiday type: Adventure / Beach / Cruise / Family /
Historic / Nightlife / Tour
Dates: Departure Return

Size of party:
Type of party: Married couple / Family / Friends / Other
Accommodation preferences:

Meal preferences:

Needs / Interests:

Other requirements / useful details:
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It’s my job

Michaela Cambelova

Michaela Cambelova works in a busy

Why do you need psychology?

travel,and to keep in touch with your

(o]

travel agency in Prague.Think about A You've got to know when a customer clients.

the stages in the sales process. Find is ready for your help,when they Q What about the Internet for

outwhich stage Michaela is best at. need more time,or when they're information?

Q Michaela, what do you like about ready to buy. A Itsreallyimportant. But ybu've got
beingasales consultant? Q Andknowledge of the product? to find information quickly and

A |like the contact with the clients. A Well,above all,you've got to know efficiently. There’s somuch on the
People are very different,and for what’s inside the brochures, and Internet that if your reading skills
me, finding out what each not just what's on the page. are poor you'll need all day to
customer is like and what they Q What doyou mean? examine each site. And you haven't
wantisfascinating. A Well,it's not the same talking about garallday

fle]

What skills does a good sales
consultant need?

Patience, psychology,and a
comprehensive knowledge of
the products available.

aplaceinabrochure as talking
about a place you've been to,or that
aclient has told you about. You're
onlyasgood as the i‘nformation
you've got, so you need to read, to

L]
Find out
Title: Travel agency quality assessment

How good is the service in your local travel agencies? gency quatty -
Think of a holiday or a journey you would like to go on. Assessor: Put your name and contact details
Visit alocal travel agency and ask for information. =
During your visit carefully observe Agency: Put the name of the agency you visited
1 the shop window (Attractive? Original? etc) Date of visit: Put the full date of your visit
2 theinterior (Organized? Spacious? etc.) —— N—
3 the greeting (Immediate? Warm? etc.) Address: Put the contact details of your agency
4 thesales consultant’s manner (Friendly? Attentive?

etc) Features: Write one or two sentences describing and
5 theresult of the visit (As expected? Better than evaluating the window. Do the same for the

expected?) interior, the travel agent’s greeting, and their

manner.
®g 0 e

w"tlng Result: Write one or two sentences describing and
Areport on a travel agency mualuating theresult )
Write up your experience at the local travel agency as a Grade: Give each feature a mark from O (minimum)

to 5 (maximum)

Window 0O
Manner 0O

report. Use the following structure
O
a

Interior
Result

Greeting
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Where do visitors to Australia come from?

New Zealand 6 Korea
Japan 7 China
JK 8 Malaysia
-~ JSA 9 Germany
©  Singapore 10 HongKong
.
i . "
Listening 3 () Listen again and complete the sentences.

1 ...theyhave two in Australia that you
think about, in

Presenting a product

2 ... full-board option with all the meals. But if I were

AUSEA B « EOUFS . half board.

3 Well then, why don’t you

AR NAME # OF DAYS DESTINATION 5
SES 0000000000000 0000006000000000 08 the Australia’s Best tour?

- Systralia 19 Melbourne-Great Ocean Road —
Kangaroo Isiand —Adelaide — Uluru
(Ayers Rock) —Alice Springs — Palm ela nguage SPOt

Valley — Darwin — Kakadu National Suggestions and advice

Pa-rk— Cairns ~ Great Barrier Reef — 1 Match the expressions for advice on the left with
Brishane — Sydney possible continuations on the right.
Melbourne — Alice Springs —Uluru 1 Inmyopinion,you  a IdlookontheInternet.
(Ayers Rock) — The Olgas — Cairns — dhould
G"?at Bamer_ Resf —Kuranda Scenic 2 Have youthought b istolock onthe Internet.
Railway — Brishane—Sydney SHoit.

miCaast Highlights Melbourne-Cairns—Kuranda Scenic 3 Howabout... ¢ look onthe Internet?
Railway — Great Barrier Reef — 4 Iflwereyou... d lookonthe Internet.
Sydney 5 Whydon'tyou... e looking on the Internet?
Cairns - Great Barrier Reef — 6, Yourbestoption...  f thelnternet?

Daintree National Park — Dunk Island 3
~Kuranda

‘ilenive and the West 8 Alice Springs — Macdonnell Ranges —

Now do the same with these expressions.

1 Haveyouthoughtabout... a ... goinginthe autumn?

The Olgas—Uluru (Ayers Rock)— Howabout b lstohreacar
Kalgoorlie — Perth — the Pinnacles IfIwereyou... ¢ ...takingthe coachto
the airport?
4 Whydon'tyou... d ...takealookatthese
- brochures?
<y Listentothe travel agent presenting two products . ,
o Kol i ATite. 5 Inmy opinion,you e ...Idaskatravelagent.
* Which place does Karl want to visit? should...
- Which place does Karl want to visit?
| > Which ;P;lace s AT R RE ST 6 Yourbestoption... f ...travelovernighton
= Which two tours does the travel agent recommend? e tain.
I ¢ Listenagain.For each of the two tours 3 Workin groups of four.
=zommended, note down Each person should think of two travel decisions a
“nelength of the tour visitor to your country or region might want advice on.

‘ _ hetypesof transport each tour uses

. Take turns to ask your partners for advice.
“ne accommodation and meals included. JOREREIICTR L S

Give marks (a) for each different advice expression
used correctly, and (b) for each original piece of advice
given.

» Goto Grammar reference p.122
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Pronunciation

1 () Listentothe letters of the alphabet and their
pronunciation. Write them in the right column.

Pronunciation

let/  Jizl  lel  Jat/  Jeu/ Juid  laif

a b £ i o q r

2 Practise saying the letters column by column.

3 Saythealphabet.

Speaking

Suggesting alternatives and making a
recommendation

1 Work in pairs. Take turns to be the sales consultant and
the customers. Student A, look at p.110. Student B, look
at p.115. Act out a conversation in a travel agent’s going
through the three stages of the sales process you have
seen in this unit: establishing rapport, investigating
needs, and presenting possible products. Finish your
conversation by getting your partner to spell out their
name.

2 Now think about your own area of the world. Your
partner will be a customer who does not know the area
at all. Establish rapport, investigate needs, make
suitable recommendations, and then present possible
products. And don't forget to get your client’s name!

3 Record your conversation and give it to your teacher to
mark for language and pronunciation.

benefit (v) to produce a good or
useful effect

myth (n) an idea or story which
many people believe but that

career (n) the series of jobs that does not exist or is false
sb hasina particularareaof work  wvalue (n) sth that is well worth
expertise (n) a high level of the money it costs

special knowledge or skill

Reading

The impact of the Internet

Many holidays are now sold on the Internet. Travel
agencies around the world are worried about this and
are trying to explain why they are still important. The
American Society of Travel Agents (ASTA) is using the
Internet to do this!

1 Here are five popular myths about travel agencies.

1 alltravel agencies are the same so it does not matter
which one a client uses

2 because of the Internet, people will not use travel
agencies in the future -

IR

Travel agents are just glorified sellers of airline tickets.

Travel agents are professionals who provide value
helping save time and money. They act as travel consultants
offering personal service for their clients. Clients who turn -
an ASTA travel agent want the advice and expertise of a
professional who

analyses current promotions

explains the small print, such as cancellation charges and
restrictions

makes recommendations on travel options

gets problems solved.

The Internet will replace the need for travel agents.

When it comes to booking travel, travel agents are
experienced professionals. Travel agents sell
87% of all cruises
81% of all tours and packages
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Checklist

Assess your progress in this unit. Tick (v) the
statements which are true.

I can investigate a client’s holiday needs

I can make suggestions and give advice toa

4 N new customer
travel agencies are against travel products being on | can make a report on travel agency quality
the Internet and features
< travel agencies are just shops that sell tickets for I can pronounce the letters of the alphabet
planes and spell aloud

yoiing peRpleda g TRl AER | can understand texts about travel agency

=our of these myths are discussed in the ASTA article. work today
Which four?
2 Whatisthereality for each myth according to ASTA? _
3 How would you answer the fifth myth from ASTA’s Key words
point of view?
: Nouns
advantage product
advice rapport .
awareness requirement
benefit sales consultant
contact details sales process
< 21 airline tickets feature travel insurance
o all hotels foreign currency visa
“ all car rentals. initial enquiry form
=—=tis a valuable resource, but it cannot replace the Adjectives
== guidance, and personal service of a travel agent. skilled
Verbs
Travel agents do not support use of the Internet. ! browse
: Both consumers and travel professionals benefit convince
i ® - —zlinternet. The Internet gives travellers the ability to establish (rapport)
- “or attractive offers or packages. It has also helped many investigate (needs, requirements)
= zgencies, hotels, resorts, and other travel-related present (a product)
=ers to grow by bringing in business through websites. raise (customer awareness)

“oung people do not understand or value the services _
zvel agent. Next stop

Y . Of th | I t
s, thigy do. OFf tie PECpie #ig ihe Bave ae00 1 Howdoyou prefer to travel - by car, by coach,

©-areage35-54 by train, by boat,...? Why?
zre Generation X and Y travellers, age 18-34.
2 What was the most uncomfortable journey

* =2 winners of ASTA's and Hyatt Hotel’s ‘Best Practices
you have ever made? Tell your partner.

~ = has made a point to educate students about the
~.r= of travel and of being a travel agent as a career. This 3 Ifyou could travel around the world, but you
“= nas made young people aware of the expertise required couldn’t fly, how would you go?

: orofessional travel agent.

w
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6 Transport in tourism

Take off Vocabulary

1 Look at the map below. Which countries does each Transport words
route pass through?

1 Use words from the table to complete the text on
2 Choose one of the journeys. What type of transport

‘transport for tourism’. )
could be used on each stage?
3 Whichroute would you prefer to take? Why? What would
you hope to do and see? Exchange ideas with a partner.
Method of travel  Journey types  Transport types Places and features ~ Tourism professionals
Air flight airplane / jet airport pilot
Q% (long-haul) light aircraft terminal flight attendant
(short-haul) helicopter runway
B Water cruise cruise ship port steward
crossing liner harbour purser
ferry cabin
hovercraft pier
hydrofoil
@ Land ride train station guard
) journey coach carriage driver
drive . bus terminus conductor
tour car motorway tour guide
motorbike* track
bicycle

o
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In this unit

® types of transport and journeys
® describing transport

® comparing types of transport
® describing timetables

Inside tourism: transport for tourism

Transport for tourists can be divided into three main
categories: journeys by air, journeys on water, and
journeys on 1. Within each category there
are several types of transport.

Air travel usually means a short-haul or 2
international 3, operating from large

4, which in big cities often have more than
one 5building. But in some more remote
places there may be little more than a small airstrip
with only one simple 6 for planes toland
and take off. At some tourist destinations air transport

may include short transfers or sightseeing trips by
7

Journeys on water can include luxury 8
which take tourists on all-inclusive holidays of three
days or more, visiting a number of different locations.
Passengers sleep in %,and have a full range
of services on board. They are looked after by a team of

2 Canyouadd any more words to the table? Look back at
the previous units.

3 Which sections would you put these words in?
taxi marina
ticket collector jeep
hire car service station
captain scenicroute
freeway shuttle
yacht tunnel

4 How do tourists use the different types of transport?
Put the journey and transport types (from columns 1
and 2 of the table) into the categories below.

1 toand from destination only (e.g. international
flight)

2 atdestination only (e.g. taxi ride from airport)

3 asamain feature of the holiday (e.g. sightseeing
helicopter ride)

5 Which types of transport have you used? Think about
the best and worst journeys you have ever made.
Exchange ideas with a partner.

10 witha 1in overall charge of
tourist services. Ferry 12 gre usually much
shorter journeys connecting two points of land or
going between islands. The ferries will stop at alarge

Borasmall A,

Land travel is probably the most diverse category. It
includes rail journeys by 15 departing from
alarge_ ‘landstoppingat___ en
route. Passengerssitinseparate_ 18or
coaches. The most common form of transportby road
for tourists, if they don’t have their own car, are also
called____ 1 These vehicles can either travel
from city to city along fast 20 (or sometimes
quieter roads), or they can be used for transfers from
airports and other smaller journeys. Very often they
are used for sightseeing trips when as well as a driver
there willbe a 2 to tell the passengers
about the sights.

‘Find out

What do you really know about transport in your
country? With a partner, try to guess the facts in the
table.

When you have made your predictions, research
websites of national transport carriers and find the
actual figures. Report back in class. How close were
your predictions?

Your country: Prediction  Actual
No. of city / town bus stations

No. of city / town tr;;n stations

Nc;. of passenger airports

No. of kilometres of road

No. of kilometres of rail tracks

No.of flights per day




46 Unite

F

Transport in the USA
Number of cities or towns served  Percentage of person-trips

by different transport types (intercity)
Bus stations 4,200 Car 80%
Train stations 600 Air 17%
Airports 750 Train 1%
* Bus (BrE = coach) 1%
L3 &
Pronunciation

1 G Look at the words about transport. Listen to their
pronunciation. Write three words in each column.

clean ferry leisure safe train
easy jet plane scenic
ten/e see/i: day /er

2 Which column has the shortest vowel sounds?

3 Practise the words. Remember to make them short /
long as appropriate.

4 () Now do the same with these words. Listen and
write them in the right column.

car drive guard harbour track
craft fast guide ride
hat /@ arm/a: five /a1

Vocabulary

Adjectives describing transport

1 Find pairs of opposites from the adjectives in the list.

boring exciting

cheap expensive
clean fast
comfortable punctual
crowded quiet
dangerous safe

difficult slow

dirty uncomfortable
easy unpunctual

2 Choose three adjectives that describe what is most
important for tourists when travelling. Are they
different for different types of transport?

Tourists want planes to be and )
but they don't want them to be

e Language spot
Comparing things

1 Complete these sentences with the correct form of the

adjectives: fast, easy, or comfortable.

1 Trainsare than buses, but planes are the

2 The way to buy a ticket is to go online.
3 Its__ totravel first class than economy.
4 Helicoptersarentas____ asjet planes.

5 Travellingbybusisusuallyless___ than

travelling by train.

2 What are the rules for comparing adjectives? Complete

¢+ thetable.
Adjectives Example Comparing Comparing
two things more than
two things
Onesyllable cheap Xischeaper Zisthe

thanYor Yisn't cheapest
ascheapas X

Twosyllables easy

endinginy

Twoormore comfortable
syllables

Irregular good
adjectives bad

3 Inpairs, compare the following.

1 ferries/ cruise ships

2 trains/coaches/ cars

3 working as a pilot / working as a ticket collector
4 the most convenient ways to get around a city

» Goto Grammar reference p.122
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ereare4 Million miles
(6.4 million kilometres) of road, 51,000 of

which are ‘scenic’ roads. '
There are 22,000 miles
(35,400 kilometres) of train track.

There are approximately ZS,OOO ﬂ | ghts aday.

Speaking
What is most important for tourists when
travelling?

1 Workin groups. Look at the factors that affect a tourist’s
enjoyment of a journey. Can you add any more?

At the airport Onatrain On along coach journey On a four-hour ferry crossing

Quick check-in Punctuality Awindow seat

Interesting passengers
totalk to

A private cabin

Good restaurants On-board toilets Opportunity to buy

tax-free goods

Thorough security check Comfortable seats Safe driver Calmsea

Listening

2 Discuss which you think are the most important

features for a tourist on each journey. Put them in order. 5
Transport systems and cable cars in

3 Compare your ideas with other groups. Give San Francisco

arguments why you think your order is correct.
The most important thing on a coach journeyis....

because ...

Comfort is more important than

Customer care

Exceeding expectations

G Listen to the recorded information line on transport
(AmE = transportation) in San Francisco.

1 Which of the following transport types does the
information line describe?

ferries trains bike rental
cruises airplanes coach tours
buses helicopterrides walking tours
metro cable cars car hire

2 Complete the information sheet on cable cars.

FACI SHEE ! First introduced:

Number of lines: ...

In tourism the most important thing is not just to meet
expectations, but to exceed them.

Hours of operation:

D ?
mRbragies Days of operation:

Hotels try to exceed expectations in many ways. How

can we exceed expectations in the transport sector?
Think about the different transport types —air,sea /
river,rail, and road.

Cost of single journey:

Board at:
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Amtrak has 6 8 » O O O passengers per day

which means 25 mi [1ioN passengers peryear

Amtrak was established in 1971 with 25 employees;

it now has ZZ,OOO across the USA.

Reading

san Francisco transport timetables
and schedules

Look at the three timetables for (a) trips to
Alcatraz and Muir Woods, (b) BART trains to
and from San Francisco airport,and (c)
Amtrak train services between Los Angeles
and San Francisco.

BLUE AND GoLD THURS

Visit the famous island pri
only gccessible by ferry

son of Alcatraz

pepart Alcatraz

Depart pier 41
9:30 am 12:15pm 9:50 am 1:15pm
10:15 am 12:45 pm 10:35 am 1:45 pm
10:45 am 1:15pm 11:10om 2:15pm
11:150m 1:45 pm 11:45 om 2:45 pm
11:45 am 2:15pm 12:15am 3:20 pm
12:45 pm 3:50 pm
4:30 pm
Access? SEAT ‘\Su:lomob\e Easy Access Transport) 18 available for
d who are unable to walk

wheelchair users and visitors with a mobility nee

up the quartermiie 12% grode hill

Children under 1 4 must be escorted by an adult

Only service dogs allowed
No bicycles of scooters allowed on island

s: No service Christmas Day (Dec 25) or

For Daytime Acatraz Tour
New Year's Day (Jan 1)
az Tours: No service Thanksgiving Day

) or New Year's Day {Jan 1)

For Evening Alcatr (Nov 25),
Christmas Day (Dec 25

See the fabulous redwood frees and

walk the coastal trails

9:15am

Muir Woods Package includes round-rip bus <huttle or the option to return
to Pier 41 via the Sausalito Ferry and A45-60 minutes I the woods

ly 3.5 hours

Total tour length approximate
e during inclement W ather: check with

Muir Woods Tour does not operat
Service dogs allowed. No bicycles of

h on day-of for schedule

service Christmas Day (Dec 25)

*No

Ser vices between downt
SFO (SGD F rancisco International All’pOl‘t
)

1y

AV AATe(

o i * A LA
wn San Francisco

Ll

Trains

rains depa

depart evers

appro partevery 15 to 20 mir

pproximately 30 minut linutes and take
) minutes. >

. Inbound
‘é’}:‘%‘v——«» e Efbound
Weekda§; st = ?Cweu St PowellSt
st 4:10am 4:39 e e
e iR :39 am 4:57 am
Last 1Blpm o
51 2 =
= train pm 1220 am 1:04 (]m—7
Saturday  Fir S
oy 6:05 am —
i tr 6:34 am
Last 11:51pm  12:20 e
o trair o 2 1:04 am
Sunda T
4 I st 805am  B8:34an =P
c RS :29 am
Il:Slpirgi o ’1’05
am

1 disabilities

and N

SFO

5:27 am

1:34 am




Which trip (or trips)

is by ferry?

runs every day?

involves more than one form of transport?

provides special transport for people in wheelchairs?
offers cheaper fares for the elderly or disabled?
offers cheaper tickets for people who travel a lot?
allows bicycles?

does not allow bicycles?

does not operate in bad weather?

allows dogs?

=W

~ oW

S 0

Match the two halves of these exchanges.

5

Where doestheferry a Itleavesat 2.15.

for Alcatraz leave from?

2 Canltakemybicycle b Ittakesabout20minutes.

on the ferry?

3 How frequent are ¢ No,they're not allowed.
the ferries?

4 Whenisthelast d Itdeparts from Pier 41.
ferry back?

5 How longdoesthe e Theyleave approximately
ferry take? every 30 minutes.

e Language spot
Describing a timetable

Anumber of different language areas are important
when we describe a timetable

Present Simple
The train leaves at 9.15 a.m.

Prepositions
The train leaves at 9.15 a.m.

Time phrase
Trains depart every 30 minutes.

Modals of possibility and prohibition
Bicycles can be carried on all trains.
Children under 14 must be escorted by an adult.

Can you find other examples of these language areas in
the listening on cable cars? Look at the listening script
onp.131

2

»
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Complete this paragraph giving recorded information
on the Alcatraz ferry service.

Ferries for Alcatraz lapproximately

230 minutes. Thefirstferry 3"

4Pier4l 59:30a.m.,and the last
ferryis o 7. Return ferries run
throughout the day. The last ferry 8 Alcatraz

3 Opm.Servicesare 1

except for Christmas Day and New Year’s Day. You

2take bicycles or scooters on to the island.

Go to Grammar reference p.122

Speaking
Timetable information

Work in groups. Half of you are tourists asking about
cable cars in San Francisco. The other half will ask about
Amtrak services from Los Angeles to San Francisco.

Think of questions you can ask a travel information
afficer about

times and frequency
first and last services
routes

facilities (e.g. for
disabled people)
bicycles, etc.

Work with someone from the other group and take
turns to ask and answer each other’s questions. To
answer the questions you should refer to the texts, but
some of the information will not be there, so you will
have to think of a likely answer.

Return to your groups and compare answers.

Writing
Transport and timetable information

Prepare a website about transport in your city or
region. It should include the following sections

A general introduction to transport services

Getting to and from the nearest airport

Abrief description of each of the different types of
transport, including advantages, frequency, hours of
operation, and any restrictions and regulations
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Where in the world? 2 Which of the facilities do you think you would use

most as a passenger?
1 Look at the picture of a modern cruise ship. Find

) 3 Inwhich of the facilities would you most like to work?
five places where passengers can eat or drink

four sporting activities passengers can do 4 Inwhich of the facilities would you least like to work?
three places that are suitable for children

two places where passengers can dance

one place where you would most like to be.

viop W=

Sundaes ice
cream bar Rock climbing
Pacific Blue wall
Atlantic Blue Marco Polo spa Atlantic Blue

youth area Italian swimming ppo\sar d
restaurant water slides

Cyber cafe

Sports court
Jogging Boutiques Champagne
track (duty-free bar Pools and
shopping) whirlpool

Solarium

Kiddies'
playroom
Captain Cook's
Pacific Blue dining room
fitness
centre

Casino Royale

Hit the Decks
nightclub

Flinders
dining room
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Checklist

Assess your progress in this unit. Tick (V) the
statements which are true.

I candiscuss and compare different types of

transport
L]
I can discuss customer preferences when
travelling
Listenin
ste g I can understand and describe timetables
A cruise ship worker
1 Workin pairsl Discuss the questions' _
1 What do you think it is like to work on a cruise ship? Key words .
2 What would the living conditions and hours be like? Type of transport Jobs in transport
3 What do you think are the advantages and cablecar conductor
disadvantages of working on a cruise ship? cruise ship guard
2 () Listen to Steve Fairclough from Manchester and ferry purser
answer the questions. havereraft steward
. e ) y jeep ticket collector
e 1 What jobs and training did he have before working sHuttle
fanc onacruise ship? yacht -
2 2 Apart from a letter, what two things did he send

when he applied for a job? Otherfoyns

: i hisf ; - cabin runway
Where did he join his first cruise ship? carriage e —
4 What does he say are the disadvantages of the job? marina terminal
What are the advantages? motorway (AmE = freeway)  terminus
pier track
19th Hole
The Greens golf golf bar
- Sparkles dancing Theatre " Next StOp
lounge ‘ 1 Haveyou everstayedin a hotel or other form

of tourist / traveller accommodation? Where
and when? What was it like?

2 What doyou think are the best
and worst jobs in a hotel?

Trade Winds o
piano bar Amerigo's

fast food
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1Personal
statement

Personal statements are a way of
stating your interests, skills,
experience, and development
needs in your education and
training. They are useful for seeing
what your strengths are and for
seeing what you need to improve.
You can also send them to
potential employers, together
witha CV.

Read the personal statement for

Gabriela Cometa.

1 Which of these jobs do you think
she would be interested in?
hotel receptionist
children’s entertainer

flight attendant
tour guide
nanny

2 Which of her skills and qualities
will be most useful for this job?

Write a personal statement for
yourself.

Name: Cabriela Cometa

Iam interested in tourism because it is an exciting
industry and it will give me the opportunity to
travel to other countries.

The sector of tourism | want to work in is
accommodation and catering, particularly child
care and entertainment.

My skills and qualities include the following: | am
very friendly, hardworking, and creative. | am good
at looking after children and | enjoy working with
people.lam willing to work long hours. | am quite
good at languages. My English is intermediate
level,and | also speak a little French.

I'have had some training and experience in
tourism already.This includes an initial tourism
training certificate, and experience with child care.

I need toimprove my English language skills in a
number of ways. | need to get more practice at
speaking English. My grammar is good, but | need
to use it more fluently.lalso need to learn
vocabulary for tourism.

Name:
| am interested in tourism because ...
The sector of tourism | want toworkin is ...

My skills and qualities include the following:

Describing general
interests

Describing specific
interests

-

Describing skills and
qualifications

Describing
experience and
training

Describing language
ability

I'have had some training and experience in tourism already. This includes ...

I need to improve my English language skills in a number of ways:
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2 Letter of
dpplication

1 Readtheletter of application.

1 Whatjobis she hoping to find?

2 What points does she include
from her Personal Statement?
Are there any extra ones?

2 Lookatthe extracts from a summer
jobs book below. Prepare a letter of

application for one of them. Use
the same layout and some of the
same expressions as Gabriela.

EAC Ach'w'h{ Camps

59 George Street, Edinburgh EH2 21.Q

fulti-activity day and residential

mps for children aged 5 to 16
roughout the UK. Positions
zilable: Camp Directors, Assistant
mp Directors, Qualified Instructors
“hery, swimming, football, and
nis). Accommodation and food
vided. Must have all round sporting
ity and be enthusiastic. Approx 40
irs per week. The work is hard but
i fun and very rewarding. Overseas
“licants welcome.

Butlins Skyline Bognor Regis
Sognor Regis, West Sussex PO211JJ

mer staff required for variety of
= Zonsin following departments:
=<t Catering, Accommodation, Sports
- _eisure, Security, Retail, Nursery,
“=rtainments, Funfair, Administration,
“=zuards. Competitive rates of pay and
=7ts.Training available.
nmodation available.

The Manager Gabriela Cometa
Sunnyside Holiday Camps via Statuto 246
Ipswich Road Milan 1008
Kessingland

Suffolk NR3 7JN

UK

15 April 2006

Dear Siror Madam

Iam writing to enquire if you have any opportunities for children’s
entertainers and nannies at your resort this summer.

lam eighteen years old and | am currently studying for a Diploma in Tourism
at the College of Travel and Tourism in Milan. | have also worked as a part-time
assistant at a local nursery.|am fully experienced in looking after babies and
young children up to the age of twelve. | am able to help with babysitting,
preparing children’s meals, and organizing activities. | enjoy looking after
children and I like working as part of a team.

My mother tongue is Italian and | have a good spoken level of English. | also
speak a little French.

Iwould be grateful if you could send me details of any available positions,
including an application form.

I look forward to hearing from you.
Yours faithfully

Gabriela Cometa

Address of company
you are writing to

Date

Your name and address

Dear Siror Madam

lamwriting to ...

De Vere Hotels and Leisure
2100 Daresbury Park, Warrington WA4 4BP

A highly-focused company concentrating on two growth markets —
hotels and health and fitness. Vacancies for Waiting Staff, Room
Attendants, Porters, Bar Staff, Commis Chefs, and Casual Banqueting
Statf. Must be over eighteen and available to work for a minimum of
four weeks between May and October. Overseas applicants who

| speak English and are eligible to work in the UK may apply.
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3 Email to a client

L
1 Lookat the email. ~E_r9f1~3__‘J l MURAKAMI, Hiromi <murakamih@osakatravel.com=>
1 Whois it from, whois it for, and T | [ Abdhol Kaboodvand <kaboodvandabd3@hotmail.com=>
what is it about?

e Cc _j|TAJINO'itajmoCV’osakal(ave\.co'ﬂ‘:‘

2 Whereis the client travelling to,

and when will the client get Subject: [ URGENT: Flight details Tokyo to Lima
back home?
3 What three things does the ® Dear Mr Kaboodvand .

client have todonowin
response to the email?

e Following your instructions in our telephone conversation of this morning,
| have made enquiries about your flights details. These are:
2 MrKaboodvand has replied saying Outward journey (14th, December)
that he cannot leave Lima until ® JL5016
Wednesday morning. There's a
flight at 14.30h on the Wednesday.
Email him to ask him to confirm

Dep: Tokyo Narita (NRT) 17:25h
Arr: Los Angeles (LAX) 10:00h

that this flight is OK for him. Code Share Flight with AA (American Airlines) -
Remind him that he still has not AABO1
told you if he wants a paper ticket Dep: Los Angeles (LAX) 12:30h

or an electronic one. Arr: Lima (LIM) 23:50h

Return journey (Tuesday 19th December)
Send a copy of emails to people

who should know about the — AA948
content. Dep: Lima (LIM) 00:15h

Arr: Dallas/ Fort Worth(DFW) 06:17h

Make sure the subject line

describes the content of the email — | | JL5011
clearly. Dep: Dallas/ Fort Worth (DFW) 10:10h
- - Arr: Tokyo Narita (NRT) 14:40h (Arr next day)
Do not address a client with
informal greetings like ‘Hi’ or Code Share Flight with AA (American Airlines).
‘Hello’. Use ‘Dear’. — ® | have reserved a seal in your name, but | need to confirm this within the
next 48 hours. To make the confirmation | will need your full name and
Always refer to previous your passport number.

communication with the client. I also need to know if you are happy with an electronic licket, or if you

want me to issue a paper licket.

Organize your text so that it is

easy to read. Leave blank lines | look forward to hearing from you.
between different parts of your —1® Yours sincerely
message.

Hiromi Murakami

Ifthe client has to respond to your Assistant to Sumire Tajino, Managing Director
email, tell him 7 her what you
want them to do clearly.If there is
a time limit for their response,
make this clear to the client, or
put the word URGENT in the
subject line.

Use ‘Yours sincerely’ when you
know the client’s name.If you
know the client quite well, you
can use ‘Kind regards’as an
alternative.
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4 Email to one of
your bosses

Cathie works for the travel agency
Travelweb where she is a junior
sales consultant. Her boss, Elaine
Watts, asked her to find
accommodation in Hanoi
(Vietnam) for Professor Kate
Jacoby, one of Travelweb’s
important clients. Unfortunately,
Cathie discovers that the hotel the
company normally uses is fully
booked, and decides to get help
from a friend who knows Hanoi
very well. First, she writes to her
boss to tell her this.

Read Cathie’s email to Elaine.
What things in the email show
that Elaine is Cathie’s superior?

Imagine you work in Travelweb.
You have just been talking on the
phone to aregular client, Dr
Leshem. The doctor has made a
mistake with the dates he gave
you for a flight you booked for
him. Unfortunately, the ticket has
already been issued, and the ticket
conditions do not officially accept
changes. In this situation
technically there is nothing you
cando tohelp Dr Leshem, and he
will have to buy a new ticket.
However, you have friend at KLM,
the company that issued the
ticket,and you want toring her
and try to get her to help you.
Email your boss, Elaine, and ask
her permission.

From: I Cathie Bailey <cbailey@travelweb.com>

To: J I Elaine Watts <ewatts@travelweb.com>

Cc: |

Subject: Dccommodat\on in Hanoi for Professor Jacoby

Dear Elaine :‘}

I have just had a reply from our usual hotel in Hanoi, and | am sorry to
have to tell you that they are fully booked on the first two nights of
Professor Jacoby's stay in Vietnam. | know that Professor Jacoby is an
important client so | am not very sure what to do next.

Do we have an alternative hotel that we use in the city that | can put Prof.
Jacoby into?

Also, would you prefer me to book Professor Jacoby into the alternative
hotel for the whole of her stay, or just for those first two nights? -
Alternatively, | have a friend who knows the city very well. Would you give
me permission to get a recommendation for a good hotel from him?

Many thanks
Cathie
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5Emailtoa
¢olleague at work

Cathie wrote to her friend who
works in another travel agency.

1 Read Cathie’s email. How can you
tell that Russell is a friend and not
a superior?

2 Imagine you are Russell. Write
back to Cathie and recommend
the Lucky Plaza Hotel. Choose four
or five pieces of information from
the web page to describe the key
features of the hotel.

From: ICathie Bailey <cbailey@travelweb.com>

To: | Russell Carter <russcart@ auslands.de>

Ce: |

Subject: | Accommodation in Hanoi for Travelweb VIP

=
Hi Russell
How are things? Busy as always | guess!
Russell, I've got a small problem at work and | thought you might be able
to help. We've got a VIP that we usually book into the Guoman in Hanoi,
put it's fully booked right now and so I'm looking for an alternative. You
know the place well. Any suggestions? Something special. Not one of the
pbig chain hotels - my client really doesn't like them.
Best “
Cathie
(PS How's Christiane? Did she get the new job?)

HANOI - VIETNAM

Description

% The Lucky Plaza Hotel is located in the centre of Hanoi, in a
quiet part of the old quarter.

# Builtin 1918, this French colonial-style building has been recently
renovated and now offers 50 quiet guest rooms with excellent
views over the nearby gardens.

50 rooms and suites equipped with AC, satellite TV, in-house
movie,

IDD phone, mini-bar, music system, and executive desk.
* Deluxe: 38 large, elegant rooms with garden and city view.

% Suite: |12 larger rooms, double view of garden and city view.

Room
Deluxe
Suite

Single
US$45
US$55

Restaurants and other services:

Double
US$55
US$65

% Restaurant: the cafe serves a variety of European, Vietnamese,
and Chinese specialities.

% Internet, email service available.
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6 Fax

- FAX COVER SHEET GLOBE TRAVEL
‘ 1 Sometimes a fax can be more 23, Cotteridge Lane
useful than email. Read the fax Birmingham B12 2HX
! and answer the questions. Tel:0121-485-1478

1 Whois it from and who isit to? Fax:0121-485-1480
2 Where do these people work?
3 Why do they know each other? To: Globe Travel, ShefLield Main O£ fice

4 Why has a fax been used? From: Savita Kumar

2 Youwork for Globe Travel in Attention of: Anna Hudson
Birmingham. You need tosend a Date: 25 Nov Ob
map of the location of his hotel to
Mr Stuart Hosfield, a client. You are Faxnumber: Oll4 236 2688
also going to send him a copy of Phone number: Ol|4 236 2689
h¥s butel vouch.er, anid you rieed Total pages, including cover sheet: 4
himto tell youif he wants a "
smoking or a non-smoking room Comments:
inthe hotel. Prepare a fax cover
} sheet. Mr Hosfield's fax and phone

numbers are 0121456 1784 and Here are the three pages of +he Bdwards brochure +hat
0121456 1766.

Anna

You needed. | 4ried Scanning them to you but i+ didn’+ work.
There are still Some things where qood old faxes are better
+han email/

Wil send 2 or 3 Lull brochures +o you asap.
Best E

Savita
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7 Messages and 1] -
L —— & AT Travel
Memo

1 Read these messages. ‘
1 Which oneis From: Peter Halford
:
I
t
]
E

a atextmessagefroma To: All staff
mobile phone?

b atypedinternal memo?

¢ ahandwritten telephone Re:New tours
message?

Date: 19 Nov 2006

2 Which one has a problem with ) )
Just areminder to you all that we are launching a new range of tours for the

a afax? - 18 to 30 age group next season. Please make sure you are all familiar with the
b adelayed train? ) . tours, the details of which are attached to the email I sent to all departments
¢ peop}f)not rhecking their last week, but which I don’t think some of you have looked at.
emails?
3 Find abbreviations for Canyou also please make sure you check your email regularly? -
a assoon as possible Peter
b concerning/about
¢ November -
d Seeyou 2 3
e Meetin
e Telephone message
urriculum Vitae. Messaged
For: Greg .
2 Write the messages from these ) o TRAIN DELAYED
notes. Decide if it should be a Time: 10:00 Friday BE AT MTGS
CHI MR
o I SRR LI Jdohann phoned. Can you call him back L. SIkAON

Make include two of each
=P asap? \4's about Hhe ¢V you faxed

type. . )
1 Anyideas for the hotel end of RO F PR
season staff party? Taken by: Alex

2 Ralf can’t make lunch today.
Text him with an alternative
time to meet.

3 Reminder about security - after
recent series of thefts from
people walking into the travel
agency office.

4 Zurich office needs to know
when the brochures were sent
out —reply before 5 p.m. today.

5 Johnneeds Frank's mobile
number immediately.

6 Good luck on your first day in
the new job (from Mum).

7 You've left your mobile on the
coach. Do you want it brought
over to the office?
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Personal statement (p.52)

1 ghildren’s entertainer or nanny

2 friendly, hardworking, creative,
enjoys working with people, willing
to work long hours, tourism training
certificate, experience with
childcare, languages

Letter of application (p.53)

1 children’s entertainer or nanny

2 from her Personal Statement:
childcare experience, languages
extra: age, current study details

Email to a client (p.54)

1 From:Hiromi Murakami
For: Abdhol Kaboodvand
About: Flight details Tokyo to Lima

2 Lima;14.40 on 20 December

3 send his full name; send his passport
number; confirm if he is happy with
an electronic ticket

Possible answers
Dear Mr Kaboodvand

I'have found a flight leaving Lima on the

Wednesday at 14.30h.This flight would

get you back to Tokyo early the next day.

The flight details are:

Return journey (Wed 20th Dec) AA950

Dep: Lima (LIM) 14:30h

Arr: Dallas/Fort Worth (DFW) 20:35h
JL5013

Dep: Dallas/Fort Worth (DFW) 22:10h

Arr:Tokyo Narita (NRT) 02:40h

Code Share Flight with AA (American
Airlines).

I need to confirm this as soon as possible,

so could you let me know if this flight is
OK for you.l also need to know if you
want an electronic ticket or a paper one.

I look forward to hearing from you.

Yours sincerely

Email to one of your bosses (p. 55)

Dear Elaine

lam sorry to have to tell you that ...
would you preferme to ...

Would you give me permission to....
Many thanks

Possible answer

Dear Elaine

I have just been talking to Dr Leshem. |
am sorry to have to say that he made a
mistake with the dates he gave me fora
flight | booked for him.| have already
issued the ticket, and the conditions do

Writing bank 59

Writing bank key

not officially accept changes. | know that
DrLeshem is animportant client solam
not very sure what to do.

Technically he should buy a new ticket.
However, | have a friend at KLM. Would
you give me permission to ring my friend
and ask her to help me to change Dr
Leshem’s ticket?

Many thanks

Email to a colleague at work (p. 56)

HiRussell

How are things? Busy as always | guess!
Russell, I've got ...

Best

Possible answer

Hi Cathy

Good to hear from you. Yes, things are
busy. As always! But Cristiane got the job
and is very happy.We both are!

Foryour client, | recommend the three-
star Lucky Plaza Hotel. It's located in the
centre of Hanoi,in a quiet part of the old
quarter.It'san old building in French
colonial style so I think your client will
like it. It has been recently renovated so it
has the usual services like restaurant,
Internet, etc.

There are 50 rooms with AC, TV, etc. They
all have good views of the nearby
gardens.There are also deluxe rooms and
suites and these will be best for your
client.The deluxe rooms are $55/night,
and the suite $65. Not too expensive.
Hope this helps.

Best

Russell

(PS.When are you coming to see us?)

Fax (p.57)

1 From:Savita Kumar. To: Anna
Hudson.

2 Globe Travel.

3 Because they work in different
branches of the same company.

4 Savitacouldn't scan the pagesto
Anna by email.

Possible answer

Dear Mr Hosfield

Here is the map of the location of your
hotel and a copy of your hotel voucher.
Could you tell me if you want a smoking
oranon-smoking room? | need this
information to complete the booking.

Yours sincerely
Edward Ho

2

Messages and memos (p.58)

1 a3 bl c2

2 a2 b3 cl

3 aasap bRe ¢ Nov
d CU emtg fcv

Possible answers

1 Memo

From:Jason Masters, manager

To: All staff

Date:19 Nov 2006

Re: Staff party

As you know we are approaching the end
of the season, so it's time to think about
the end of season staff party. Please let
me know if you have any suggestions
Last year we had a great karaoke
evening, but perhaps we could do
something different this time.

(text) .
Sorry ucan'tdo lunch.Tmrw 13.00?

(memo)

Memo AT Travel
From: Peter Halford

To: All staff

Date:19 Nov 2006

Re:Security

We have had a number of thefts recently
from people walking into the office. |
would like to remind you all to be extra
careful about security. If you see anyone
acting suspiciously please go over and
talktothem.

Telephone message

For: Peter

Time:14.00

Zurich office phoned —when were the
brochures sent out? Can you call back
before 5 p.m.?

Taken by: Alex

(phone message, but could be a text)
Telephone message

For:Frank

Time14.30

John phoned. He needs your mobile
number asap.

Taken by: Alex

(text, but could be a phone message)
Good luck! Love Mum xx

Telephone message

For:Jenny

Time:15:00

Coach driver called. You've left your
mobile on the coach. Do you want it
brought to the office?

Taken by: Alex
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7 Accommodation

Ta ke off 2 Which of these types of accommodation do you have in

your country?
1 Make alist of different types of tourist accommodation
3 Think about each type of accommodation. Is it serviced

inyour country.
_ (meals are provided) or self-catering (you cook your
2 Which of these have you stayed in? own meals)? Discuss this in pairs or groups and
3 Tell your partners about the best / worst / most cgmplete the diagram. (Hilnt: Some types will fit into
unusual accommodation you have ever stayed in. either category. Put these into the shaded area.)

Vocabulary

Types of accommodation

1 Matchthe pictures to the different types of .
accommodation.
ARG 4 Now repeat your discussion, but this time categorize
bed and breakfast the different types of accommodation as
campsite
SHTAAT 1 urbgn or rurall
chalat 2 static ormobile.
country house Make a new diagram for each discussion.
cruise ship
farmhouse 5
guest house Find out
el "Goto the Internet or your local tourist information
higtel office. Find serviced or self-catering accommodation in
izdgc(;bin your area that would be suitable for
mitel 1 afamily (two adults, two small children) on holiday,
Fetettiniie but with a limited budget
mountain refuge 2 abusiness traveller staying in your area for three
university hall of days for a conference
residence 3 aretired couple who want to see the important
villa monuments in your area

4 astudent like you.

vl

SR P

2 o Y
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In this unit

® types of tourist accommodation
® hotel services and facilities

® describing location

® taking accommodation enquiries and bookings by phone

Reading
What makes a good hotel?

1 What do people want from a hotel? A good bed?
A comfortable room? A modern building? Work in
pairs. Make a list of five things you would expect from
a good hotel.

2 Look at the hotel web pages. Which hotel

1 isthe best for business travellers?
2 sounds the most luxurious?
3 isthe most attractive to you?

§ EL HANA BEACH

Tunisia
Dfficial Rating — 3* — Bed and Breakfast / Half-board

“ comfortable, 3-star hotel situated in a garden of palm trees,

ext to the lovely Sousse beach and within walking distance of
e Medina.

Accommodation

Twin and family rooms that.can
accommodate up fo 4 guests.
Modern furnishings with bright
colours. Air-conditioning,
telephone, private bathroom with
WC. Balcony with partial sea

view.

Facilities and Services

The main restaurant in the hotel
serves a large American-style
breakfast buffet and dinner buffet
There are 3 indoor bars and a
comfortable snack bar.

Ballymaloe

Cork, Ireland

R a&[f::ws SAS MHotel

Nice, France

Discover a new world of sensations at the
French Riviera — stay at the landmark,
Radisson SAS Hotel in Nice where
excellence meets originality in a
modern ambience.

The hotel features 33| rooms
and suites decorated in three
imposing and original designs.

With | | excellent meeting
rooms, our hotel can
accommodate 400 in the new &
ballroom and 300 for lunch or \

dinner on the rooftop terrace.

Ideally located on the famous
Promenade des Anglais between the
romantic old town and the Arenas Business
Park, the Radisson SAS Hotel in Nice is easily
accessible by train, plane, and car. The hotel is a five-minute
drive from Nice International Airport, and a ten-minute walk fron
the train station.

provide fishing, bathing beaches, and beautiful cliff walks.
Hotel facilities include an outdoor swimming pool, small
golf course, tennis court, woodland walks, and a children's
play area. There is often live music in the evening.

‘ Ballymaloe is a large country house on a 400-acre farm 20
i miles east of Cork City, Ireland. The hotel is family run.

| Suests enjoy comfortable accommodation and an award-
‘ ~inning restaurant in pleasant rural surroundings.

Ballymaloe is 5 km from several seaside villages that Holiday / vacation and small conference venue.
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dwide capacity of hotels and similar establishments reached

anestimated total of 17.4 Million rooms in 2001,

Wo

almost 5 million more than in 1990 (+37%). Expressed in bed-places

the capacity is roughly double, as rooms on average count two bed-

places.

Vocabulary
Services and facilities

1 Match these facilities and services with the icons.

air conditioning
baby sitting

beauty parlour
boutique

car park

conference facilities
safe box

direct dial telephone
gymnasium
hairdryer

internet connection
jacuzzi

laundry service
minibar

outdoor swimming
pool

pay TV

radio

restaurant

satellite TV

room service
wake-up call

sauna

W seaview

OBB’*W‘_""'D‘UO"”TDQ_ﬁD'CU

< e v =R,0Q0

23

2 Inyour opinion, which are the five most important
hotel services and facilities in

1 ahotel for business people and conference
delegates?

2 aholiday hotel complex on the coast?

3 asmallhotelin the countryside?

3 Explain your choice to your partner.

e Language spot

Describing location

Look at these phrases. They say where the E1 Hana
hotel is. '
EXAMPLES

inagarden of palm trees

next to the lovely Sousse beach

within walking distance of the Medina

Find similar phrases for the other two hotels.

2 Think of three different hotels in your area. Write a

sentence describing the location for each hotel. Call the
hotels Hotel 1, Hotel 2, and Hotel 3.

Show your partner your descriptions. Do they know
which hotels you are describing?

» Go to Grammar reference p.1’

Speaking

Giving information about hotels

1 Workin pairs. Student A, you are a travel agent. Look at

“ the information on p.111.

Student B, you are the client. You want a hotel in
Tenerife in the Canary Islands. Telephone your travel
agent and ask about

1 thelocation of your hotel

2 hotel restaurants

3 facilities and services for your children
4 carrental

5 night-time entertainment.

Now change roles. Student B, you are the travel agent.
Look at the information on p.117.

Student A, you are the client. You want a business hotel
in Frankfurt, Germany. Telephone your travel agent
and ask about

1 thelocation of your hotel

2 access to the financial district of the city
3 business facilities and services

4 accesstothe airport

5 restaurants and bars.
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profitable (adj) that makes money
pitch (n) a place to put up a tent

seasonality (n) when sth happens
at a particular time of year

It’s my job

Celina Alvarez Valle

Campsites are the most economical
form of accommodation,and are

popular wherever the weather is good.

But are they the most relaxing places

towork? And would you fit in well

with a team of campsite workers?

Read on and find out.

Celina and her family run a small

campsite in the Picos de Europa

mountains in northern Spain.

Q Celina, tell us a little bit about how
Camping Picos de Europa began.

A Well,originally we were farmers,
butin1989 some friends
suggested that a campsite would
be a profitable business here.
Tourism was just becoming
popularin the area then.

Q And how many places does the
campsite have now?

Listening
A place to stay

Right now it's got 140 pitches.

) How many people is that if the

campsite’s full?

Well, you can multiply that by
three, or sometimes more. It
depends on the time of the year.

D Sowithacampsite, thereisa

certain amount of seasonality?
Yes.Here the season for camping is
very short.The best months are
May,June,and September. And the
really busy months are from mid-
July to the end of August.

D How many people work here in

August? A

Ten people, more or less.
Sometimes more.

D And what do theydoin general?

Let’s see...cleaning, helpingin the

1 G Listento these people asking for accommodation.
Which type of accommodation is each speaker looking for?

restaurant, reception duties, lookin
afterthe shop,and helpingin the
kitchen, of course.Then there's tt
swimming pool,which alson
quite careful maintenance. And we
need a person to look after the
washing machines anddryers,an
tocleanthe washing rooms, the
sinks,and the showers.

When you decide to employ
somebody in the campsite, what
do you look for in that person?

Well,above all honesty. Next they
have to be able to get on with
people.Campers are very n
people but they are very d
one from each other. And y
to know how toworkin a
That'’s essential. And no bad habits
A non-smoker!

Speaker Type

Richard
Susan

Radka

Number / guests

Length of stay

Other details

2 (p Listen again. How many people is each enquiry for,and for how long?

3 (9 If necessary, listen a third time and note any specific details of each call
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F

restored (adj) put back into its sleeping bag (n) a large soft bag

former condition that you use for sleeping in

steeped in (adj) having a lot of, when you go camping, etc
full of sth

surroundings (n) everything

thatis nearoraround you

Mammut Snow Hotel
Type: Ice / Igloo
Location: Finland

B

Speaking
Unusual accommodation

Hotels, guest houses, villas, and campsites are all
standard types of accommodation. But what about the
unusual?

1 Lookatthe hotel descriptions . Which hotel is the most
unusual?

2 Which hotel would you like to stay in? Why?

3 Ifyoucan, goto the websites for the hotels and find out
more about them.

4 Work with a partner. Think about your local area.
Discuss buildings or natural structures (e.g. caves) that
you could convert into ‘unusual’ accommodation. You
might like to consider the following points:

type —details of type + natural or made structure
location - urban or rural

serviced or self-catering

luxury or budget

large or small (number of rooms — how many
doubles, singles, etc.)

details of the rooms, facilities, and services.

Gamirasu Cave Hotel
#¥®8: Prisoh
Logation: Urgup, Turkey

o

Gamirasu is the name of an exquisitely restored
eighteen-room cave house, in Ayvali Village near
Urgup in the heart of Cappadocia, Turkey. In
former times housing the cells of a prison, this
ancient monastery is steeped in history. A
luxurious cave accommodation in a traditional
Cappadocian village.

Present your unusual hotel to the rest of the class. You
can start like this.

EXAMPLE

We have decided to make our unusual accommodation

from [name of structure] . This is a natural / built
structure in an urban / rural setting.

We are going to make serviced / self-catering
accommodation and it’s going to be ...

Writing
Local accommodation

Write an introduction to tourist accommodation in
your area. You will need to include information about

the different types of accommodation

typical accommodation in (a) urban areas and

(b) rural areas

types of accommodation that are typical of your
country

accommodation for people (a) on holiday and (b) on
business

one example of ‘unusual’accommodation if you can
find one (if there is no unusual accommodation in your
area, include your idea from the Speaking activity)
where you can get more information (websites, etc.).
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Listening
Taking a reservation by telephone

Reservation

Main | More Fields |

Reservation Room Type
Arrival | |
Departure | I

Smoking .
Adults v| #Rooms '+ Non-smoking ~
Card type
visa  Visa C Credit card #
Ej Mastercard teanie
e : AmEx C it v v

1 ) Look at the screen from a hotel computer
reservation system. In which order do you think the
receptionist will ask for the information? Listen to a
phone call and see if you were right.

2 ( Listen again and fill in the missing information.

Pronunciation

1 ) Listentothe receptionist again. In each question or

phrase, underline the word that is stressed most.

1 Canlhelpyou?

2 Would that be a single room?
3 Would you prefer atwin...

4 ...ortwosingles?

In phrases of spoken English we stress one word more
than the others. This word represents the most
important idea we want the listener to focus on.

-

2 Look at the following questions from the telephone

reservation. Which word will be stressed most in each?

1 Whatnameisit, please?

Could you spell that, please?

Could you give me the number of the card?
[sthat Visa, Ms Steinmetz?

Could you just tell me the expiry date?

v wN

Practise saying these questions with the stress on the
right word.

Customer care ﬁ
Smile on the phone .

SMILE AND THE LYORLD
SMILES WITH You/

Taking routine phone calls can be boring, but often a
phone callis the first contact a guest has with a hotel,
and gives a first impression. So smile as you take the
booking.The caller will notice the smile in your voice
and respond accordingly.

Hotel Training Manual

Try this experiment. Work with a partner. Stand back i
to back. Take turns to say one of the sentences in the
Pronunciation section above. Smile when you say some

of the sentences. Can your partner ‘hear the smile’in

your voice?




Speaking
Taking a telephone booking

1 Workin pairs. Student A, you are the receptionist at the
Hadrian Hotel. Answer the phone and follow the telephone
booking sequence. Take notes of the booking details.

State name of hotel. State own name. Greet client.

Defermine client’s room needs — dates, number of guest(s),
number of rooms, room type(s)

Double check dates and needs
Check availability
Take client's name
Request confirmation (fax, email, or credit card)
Double check details of the confirmation option taken
Give client reservation number and request its use for booking changes

(lose conversation

Student B, you are the caller. Use the information
onp.111.

2 Now change roles.

3 Make up your own caller and accommodation
information. You do not need to limit yourselves to
hotels. Phone each other and book accommodation.

Accommodation 67

ﬁ

Checklist

Assess your progress in this unit. Tick (v) the
statements which are true.

I can organize tourist accommodation into
different categories

| can understand texts describing tourist
accommodation

I can understand people asking at
different types of accommodation

| can describe the location, services, and
facilities of a hotel

| can take a hotel room reservation by

telephone

BT

Key words

Nouns

apartment hostel

bed and breakfast meeting room

campsite refuge

conference facilities room service

cottage seaview

country house suite

direct dial telephone wake-up call

guest house

Adjectives
air-conditioned
budget

en-suite (facilities)
five-star
metropolitan
self-catering
serviced

EaaaTshssmee
Next stop

1 Where are holidays advertised in your
country,and at what time of the year

2 What sort of holidays are advertised most
onTV?

3 HasamagazineorT
holiday destination
you to go there?
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8 Marketing and promotion

Take off

1 Make a list of five different products from the tourism

industry.

EXAMPLE a package holiday

2 Think of different ways you could advertise them.
Which ones are the most effective?

The marketing process

in travel and tourism

Alarge hotel chain, for example, will spend a
lot of time and money finding out whatits
guests want—what kind of services and
facilities they need most, which location they
prefer, or how much they are prepared to pay.
1t will then develop a new product, taking care
to gearittothe customers’ needs. Then, once
the company has the right product, it will use
different promotional techniques to letits
clients know about it.

Private companies are not the only ones
that use marketing. Tourist boards and other
public sector organizations alsohave
products,and itis important that their
customers are aware that these exist. From
amuseum in a country village to the
multiple attractions of a major city like
Sydney, all travel and tourism products need
good marketing.

The marketing process does not end aftera

might not be happy with it, and of course
people’s tastes change with time. Because

ofthis, it is essential to evaluate how

Reading
What is marketing?

Look at the statements on marketing. Decide if they are
true or false. )

1 Marketingis the same as advertising.

2 Marketing meansknowing what your customers want.

3 Marketing is what you do before the product is sold.

4 Marketing is done by both public and private
organizations.

Now read about the marketing process and find out if
you were right.
Which stage are these marketing activities part of

1 develop?
2 monitor?
3 research?

Which stage of marketing
1 isthe mostexpensive?
2 needs most creativity?

Which part of the marketing process do you think you
would be good at? Why?

The Marketing Process

Stage 1:
customers’ needs and wants

Stage 4:
obtain and Stage 2:
evaluate feedback

Stage 3:
promote your products
and services

customers feel about a product. With the

product has been sold, however. Customers results of the evaluation, it is then possibie

toimprove your product, andin thisway
continue to meet your customers’
expectations.

create your prod
and services




Vocabulary
Marketing terminology

Match 1-9 with a—ito produce nine marketing tips.

1 onitor ... a ...and wants are the first thing
you must find out.

... your customers’ preferences
by using market research.

... the effectiveness of your
advertising and promotional
techniques.

... uses questionnaires to find

out what people want.

2 dvertise ...‘(‘ b

\
3 esearch... ~c

4 nowledge... d

5 valuate... e ...of whatyourclientswantis
essential in marketing.
6 astes... f ... the market carefully before

you create your product.

7 dentify... g ... yourproductinthe places

where your customers will see it

8 eeds... h ... your product towards your
clients.
9 (o R i ...change withtime so products

must change too.

e Language spot
Verb patterns
Look at this phrase using the verb gear.

to gear it to the customer’s needs

Now look at the dictionary entry for the verb gear.
gear verb
PHRASAL VERBS gear sth to/towards sb/ sth (often
passive) to make sth suitable for a particular purpose or

person: There is a special course geared towards the older

learner.
What do you think sb and sth mean?
Now look at these other verb phrases from the article
onmarketing.
1 ...ifthey hope to make a profit.
2 ...toletits clients know aboutit.
Which verb patterns do they use? Choose from the
following

¢ letsb/sthdosth
d letsb/sthtodosth

a hopetodosth
b hopesthtosb/sth

Marketing and promotion 69

*

In this unit

® what is marketing?

® describing strengths and weaknesses
® the language of advertising

® sales promotion techniques

@ superlatives

4

»

Complete the sentences using gear, hope, or let.
1 We _to have the new product on the
market next year

2 We've decided to e hotel to business

tourism.
3 They

promotional techniques

to increase their profits by using

4 Ifyou experts do your marke

will get better results.

5 Aquestionnaire in each room guests
make comments on the room.
6 Tourismprovidershaveto_ their

products to what the customer wants.

Grammar reference |

Customer care
Learn from your customers

Learn from your customers

Ask for feedback from your customers.Use a
questionnaire —keep it short and simple. Get customers
to suggest how you could improve your services or even
discover what you are particularly good at.

What areas would you want to find out aboutin a
feedback questionnaire

ahotel? atravel agent? anairline?
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array (n) a large collection of things,
3lly one that is impressive and
1 by other people

tilt (v) to move, or make sth move, into
a position with one end or side higher
than the other

grain (n) the seeds of wheat, rice, etc. warehouse (n) a building where large

quantities of goods are stored before
being sent to shops

Where in the world?

1 Look at the photos of Newcastle and Gateshead. What

2 Read about tourism in NewcastleGateshead. As you
read, link the names in the text to the photos.

3 Which three attractions appeal to you most?

sort of cities are they? What sort of tourism will they

attract? What sort of things will tourists be able to do

there?

Here is an ultimate list of the top 10
‘'must see’ sights in NewcastleGateshead
(in no particular order!), to make

sure you get the most out of a visit to
the city.

—some of the
city's most contemporary and
stylish cultural and leisure
attractions can be found along the
River Tyne. You shouldnt miss the
curved building of the Sage
Gateshead music centre designed
by the architect Sir Norman Foster.

—the
world’s first tilting bridge situated
on the banks of the River Tyne,
linking Newcastle Quayside and
Gateshead Quays.

—the site of
the 'New Castle’ built in 1080 which

ve the city its name and was

founded by Roberf Curthose, eldest
son of William the Conqueror.

—the biggest
commercial arts space in Europe
based in a beautifully restored
Victorian building that was once a
biscuit factory.

—a multi-
award winning sculpture created
by artist Antony Gormley. Standing
20 m high, it is seen by more than
33 million people every year.

—inthe heart of
Newcastle's historic Grainger Town
and voted the Best Street in Britain by
listeners of national station Radio 4.

—one of Europe’s largest centres
for contemporary art. An art factory
based in a converted 1950s grain
warehouse on Gateshead Quays.
Entry is free.

- a wildly exciting
visitor attraction for all the family.
Discover just how truly
extraordinary life is — meet your
four-billion-year-old family, explors
what makes us all different, and

test your brainpower.

—once
again the largest indoor shopping
centre in Europe following
completion of the new Red Mall.
MetroCentre offers a huge array of
department stores and speciality
shops —all under one roof.

—renowned for i
stunning array of watercolours,
costume, silver, glass, pottery, anc
sculpture and home to major works
by leading pre-Raphaelite artists
The gallery also hosts stunning
touring exhibitions in the newly
returbished gallery space.
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Listening
Analysing your product
1 ASWOT analysisis a basic technique in marketing. The

‘S’means ‘Strengths’. Do you know what the other
three letters mean?

2 (p Jean Stewart is the Leisure Product Manager for the
NewcastleGateshead Initiative. Listen to her talking
about NewcastleGateshead. In what order does she
discuss each of the four aspects of the SWOT analysis?

3 ( Listenagainand tick () the features that she
mentions in the table below.

(S

1 thelocal people O 1 other UK cities with a similar product O
2 the beauty of the surrounding countryside O 2 poor communications with London a
3 the quality of the local food O 3 the quality of the hotel bedrooms a
4 the combination of old and new attractions O 4 the shortage of hotel bedrooms O
1 the opening of the Gateshead Sage o 1 Bristol, Birmingham,and Manchester O
2 the perception people have of the North-east O 2 ‘the perception people have of the North-east O
3 theincreasing number of flights to and from O 3 the contamination in the River Tyne a
Newcastle airport

e Take turns to ask questions. The winner is the first
Speaklng person to identify more than three weaknesses or
Do you SWOT? three threats in their partner’s destination.

1 What sort of strengths and weaknesses, opportunities BXAMPLY )
and threats do cities have? Make a list. A Isthelocalfood one of your strengths?
B Yes, it is. Our local food is world famous. People come

2 Work with a partner. Student A, look at p.111. Student B,

here especially to try the food.
look at p.116. specially totry the food

OR
Ask your partner about different characteristics of his /
her city destination. Put each answer in the
appropriate part of your SWOT chart. Ask about

B No,itisn't.It's one of our weaknesses, 'm afraid. It’s

not easy to find local food in our restaurants

OR
trans cc activities for famili ) ; :
K. a“d_a 58 ties fhes B No,itisn’t.Infact, it’s one of our opportunities. The
accommodation the weather )
] : food here is very good, but it’s not very well known.
restaurants, etc. marketing potential ?
local food marketing strategy 3 Think of a city you know well and decide what you
nightlife and clubbing current advertising think its strengths, weaknesses, opportunities, and
museums and the image of the city. threats are. Tell your partner about the city. Can they

art galleries guess which city it is?
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Personal selling is the oldest and most widely used

of creating demand for a product. In the

ssaover 13 Million pe ople work in sales

ompared to only 500,000 in advertising.

Listening
Promotion in tourism

1 Look at the diagram about marketing and promotion.
Do you understand any of the terms? Can you fill in any
of the gaps?

2 ( Listen toJean Stewart talking about promotion and
complete the diagram.

-

3 9 Which of the following ideas about promotion does
Jean mention directly?

1 Tocreate ademand for a product

2 Toexplain why a product is better than a
competitor’s product

3 Tomake customers aware of a product

4 Toremind customers about an existing product

4 () Listen again. Write T (true) or F (false).

1 The marketing mix is made up of product, place, and
promotion.

2 Promotion and advertising are the same.
3 Small operators use email for direct marketing.

4 Personal selling is about going from house to house
knocking on doors.

=a

W

Vi

Find out

How is tourism promoted in your local area?

1 Byagovernment organization like the
NewcastleGateshead Initiative

2 By the private sector - Chamber of Commerce, local
tourism associations, etc.

3 Byboth

What promotional techniques do your local tourism
authorities normally use?

Pronunciation )

Match the words on the left with their pronunciation
transcriptions on the right.

Word Pronunciation transcription
1 advertise a  'mavaty
2 ancient b ar'dentifor

w

campaign ¢ ‘'witknasiz }

4  identify d ‘edvataiz

5 \mpro;e e stren0s .I
6 innovative f ‘einfant |
7 marketing g 'mazkitim o

8 picturesquei h pll\lTn resk

9 strengths i Orets B

10 threats j kem'pem

H weaknesses k mm'prumv

Which word looks most / least like its transcription?

Look at the transcriptions and try pronouncing the
words. Let your partner listen to you. Now you listen to
your partner.

G Listen to the words. How well did you pronounce
them?

G Listen and repeat each word. Which do you find
easiest / hardest to pronounce well?
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In 2004 hotels in the USA spent anything

d A1z dt
between 10410 and Ip4

464 per room

on marketing themselves

Vocabulary
The language of advertising

Match the slogans with the pictures.

1 Agreen Mediterranean haven

2 Unforgettable Cruises

3 Kyrgyzstan-Breathtaking Natural Beauty
4 Mystical Silk Road Tour

What does the word nice mean? How do you translate
itinto your language?
Substitute the adjectives in the adverts with the word

‘nice’. What is the effect?

Look at adjectives 1-7.For each adjective, find two
‘publicity’-style adjectives froma—n.

1 beautiful a ancient h innovative
2 big b diminutive i large

3 cheap ¢ economical j low-cost

4 expensive d enormous  k luxury

5 new e exclusive 1 modern

6 old f gorgeous m picturesque
7 small g historic n tiny

Choose the best adjective for these advertising texts.

1 Theregion has alot of exclusive / historic /
picturesque monuments.

2 Europe’s best and biggest economical / low-cost /
modern airline.

3 The new bridge is one of the most innovative /
modern / picturesque pieces of engineering in the
country.

4 Make yourself feel really special - take a short break
in one of our economical / exclusive / modern
country hotels.

5 Goonline and search for what your family needs
from our database of hundreds of enormous /
economical / tiny campsites in Europe.

6 Diminuitive / Gorgeous / Large beaches, luxury
accommodation, ...

Choose the two adjectives that you like the most and
use them to write tourism slogans for your country.

Aok o fore s

Writing
Adverts

How would you promote tourism
you live (or any other area you like ar

Make a list of the differe I
make it attractive to tourists

Prepare a web page ac
images as well as text. Whicl

> canyou use?

If you can, make a ‘mock-up’ of how you would like
) P b
your web page to appear in real life.




?

tsme scent (n) 1a pleasant smell

2 aliquid with a pleasant smell

that you wear on your skin to

make it smell nice
tojournalists

zation,a

=

tical party,ora government
department

L] ==
Reading
Promotional techniques

1 Look at these different sales promotion techniques.

advertsin the media
brochures and leaflets
competitions

discount coupons (in newspapers, etc.)
discounted prices
displays and exhibitions
give-aways (free gifts)
lotteries and prize draws
posters

reports in the media
websites

Which techniques are used in the four activities below?
Are there any other activities in the four campaigns?

North-east England

The Days Out Campaign was
launched in July and was
aimed at enticing people to
get out and about within the
region, visiting both paying
and non-paying attractions.

Hong Kong

The Hong Kong Tourism
Board announced a new
tourism promotion plan on
Sunday .

Selina Chow Liang Shuk-Yee,
chairwoman of Hong Kong
Tourism Board, said in a press
release on Sunday that Hong
Kong is to launch a two-
month ‘hospitality month’,
during which discounted air
tickets and hotel charges will
be offered to tourists.

The campaign got a ‘flying
start’ with 500 balloons
released from Durham
Cathedral on Monday 19 July
2004.The lucky person
finding the balloon which
had travelled the furthest
was rewarded with a free day
out visiting some of the
region’s best attractions

Judge each activity in terms of cost (C), logistics (L),
impact (I), and originality (O). Award each activity a
score from 1 (very poor) to 10 (excellent).

C L | 6} Tot;l N
1 North-east England

2 HongKong

3 RiodelJaneiro

4 Languedoc

Add up the scores for each campaign from the scores
for the whole class. Which was the best campaign in
each category? Which was the best campaign overall?

Rio de Janeiro

Indians from Brazil's Amazon
region painted an Indian logo
on visitors'arms at the
Brazilian International
Tourism Promotional
Campaign held in Rio de
Janeiro, Brazil, 26 May, 2004.
The tourism promotional
campaign attracted several
hundred people from more
than 40 countries.

Languedoc

The Languedoc Regional
Committee ran a campaig!
to draw people’s attention t
the Languedoc’s sunny, wids
open spaces. An American
company, Prolitec, suggests
giving the message more
impact by using outdoor
smells. Prolitec created a
fragrance that would rem:
people of the typical regior
scent of brush land. The sce
was then used in a seven-c
advertising campaign run
winter in major train static
in Paris and the south of
France.
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Language spot
Superlatives

Use the words in brackets to complete these
statements.

1 The Brazilian campaign was the (cheap).

2 The Languedoc campaign had the
(high) impact.
3 The_____ (original) campaign was the one by

the Languedoc Regional Committee.

Look at the results in your table for the four campaigns.

Make sentences to describe what your group voted.

Go to Grammar reference p.124

Speaking
Presenting a campaign

Work in groups of three or four. Design a campaign for
atourism area you know well. Think about the four
factors that make a good campaign.

Present your campaign. Award marks for the
campaigns of other groups.

Writing
Promotional campaign news

Write a news item for a web page or a travel magazine
describing your campaign. Use the web pages from
Reading to help you. Think about how you can
illustrate the page, and about which links you would
put to other useful web pages.

Make a ‘mock-up’ of your page as you would like it to
appear in real life. Better still, if you can, upload your
page on to a suitable server and invite colleagues and
friends to visit it.

Checklist

Assess your progress in this unit. Tick (v)the
statements which are true.

I can read and understand simple articles

C

C

z
agQ

people talking about

arketing and promotic

1djectives to write

of a promotional

BRI o
Key words

Nouns

campaign strength
expectation threat
marketing
opportunity

weakness

Adjectives

ancient picturesque
enormous promotional
innovative tiny

luxury

Verbs
advertise
develop
evaluate
identify
improve
market
monitor
research

Next stop
1 How many different airlines can you name
2 Which of these are ‘low-cost airlines?

{ placeyou

3 Tellyour partner about the las
went to by plan 0

vn yet,
ace you would

liketogo
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9 The airline industry

Take off

1 Match the words and phrases from the list with the
pictures about flying.

boarding card landing take-off
check-in passenger cabin crew taxi
cruise security control

2 Number the pictures in the right order for a typical flight.
3 (9 Listen and check.

Listening
The ups and downs of flying

1 ) Four people are discussing how they feel about air
travel. Listen and mark what they like with a tick (v),
and what they don’t like with a cross (X).If they don't
mind, write-.

9
g
3
O

44/'///-e

S~
[0} ~
e) x
)
S I

Travelling to and from airports
Checkingin B
Going through security
Waiting to embark .

Boarding when you haven’t
got a seat number

Taking off

Awindow seat

Landing
Waitmgfory}mr luggage

Travel delays

2 Check your answers with your partner,and then listen
again if youneed to.

&

™

3 () Listen again and complete these expressions.

1
2
3

[actually

And]I

tothe airport...

landing.

Lo o o . lakingief:

and then just rising in the air suddenly. I

__thedelays.

.. being in the airport all day.1

_that.

waiting to embark.

forluggage.



e Language spot
‘like’ or ‘dislike’

1 Putthe different expressions of ‘liking’ in order from
the most positive to most negative.

don’tlike quite like
don't mind really don't like
hate really hate

like really love

love

"
A 4

£ Wecansay!like... orIquite like...,and we can also say
Ireally like. What is the difference?

w

Now ask your partners how they feel about each stage
of flying, especially

getting to and from the airport

queuing at the check-in desk

going through security control

waiting in the departure lounge

taking off
being in the air
landing
» Grammar reference |

4 Write sentences lik
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In this unit

® expressing degrees of like / dislike

® developments in the airline industry

@ flying, traditional airlines, and low-cost airlines
® preparing and carrying out customer surveys

Vocabulary

Air travel

Fly, flight, flying — use the correct word to complete each
sentence. )

1 Thefirst powered
Wright Brothers in 1903

2 Eventhough
transport, some people are afraid of it

was made by the

3 Modern jet aircraft atan altitude of
8,000t0 9,000 metres

What is the difference t

3 Complete the sentences with a w

arrivals depart
arrive departure
board land
boarding landing
checkin take off
check-in take-off

1 ThelasttimeIflew,our _ wasdelayedl

over two hours.
L}

2 Most airports give information about departures

and __ on TV monitors
airport.
3 Whenyou_____  theclerkasksy

have packed your bag yourself
4 You cannot use electrical equipment during either
— orlanding
5 Modern navigation systems mean that aircraft can
_ safelyatnight, in bad weather, and
even without a pilot
6 Evenifyouhavea

ask to see your passport as well

the list. Ask your pa




Air transport
T des 28 million direct, indirect,and
sorldwide, a figure that is

expected to rise to 31 million by 2010.

he accident rate for air travel represents
ne fatality per million flights. Despite the
rapid and constant growth in air traffic,

L]

Reading
Tourism and air travel

1 Look at the title of the article. What do you think the
article will be about? Choose from the following
possibilities.

1 The future of air travel

2 The advantages and disadvantages of air travel

3 The incredible places you can fly to if you have
enough money

4 How to getthe cheapest tickets for different flights

2 Readthearticle and see if you were right.

3 How many million

a people travelled by plane in 2005?
b passengersused Atlanta airport in 2005?
¢ people are employed by the airline industry?

4 Find

1 twoadvantages of air travel
2 threedisadvantages of air travel.

THE DEVELOPMENT OF JET AIRCRAFT HAS REVOLUTIONIZED TRAVEL,
making it possible to go much further much faster. New York in the
morning.Ameeting and lunch in San Francisco. Then back east to
Boston, before ending the day in Washington. Aimost anything is
possible.

And the airline industry is not just fast. It is big. Very big! In fact it's
huge, starting with more than three million people employed by the
world’s airlines, or with the 14,000 airports that passengers fly to or
from. How many passengers? Over 1.5 billion worldwide in 2005,
with Atlanta International, the world’s busiest airport, handling over
80 million passengers alone.

In order to try to keep such a complex industry under control, each
of the world’s airports has a special code. The International Air
Transport Association [IATA] takes responsibility for the designation
of these codes , and they can easily be found on the Internet. Every
single flight that takes off is also identified by a unique number,
called a flight number. This is composed of the airline’s code and
then three or four digits.

accident rates have been reduced by over
50% during the past twenty years.

Today's aircraft are 70% more fuel-efficient
than the jets of the 1960s. Long-term goals
include achieving a 50% cut in CO,
emissions per passenger kilometre for
aircraft entering service in 2020

Find out

1 What s a carbon offset scheme? How does it work?

(Hint - type ‘carbon offset scheme’into an internet
search engine like Google.)

2 Which air carriers are currently on the US and EU

blacklists?

Pronunciation

1 Look at the names and codes of these airports. How

many do you recognise?

Country Airport name Airport code
Australia Delta Downs DDN o
Indonesia Datadawai o DTD

;akistan Dadu DDU

Taiwan Taitung 7T

Tanzania Tanga TGT

Tongo Kuini NTT
AVie‘[r{am Da Nang DAD

,;.

Airlines work through scheduled flights, which take off and land at
regular published times, or charter flights that are contracted to fly
ata set time. Flights can be short-haul, medium-haul, or long-haul,
depending on the distance covered, but whatever the distance,
passenger safety is at the heart of all operations, making air travel
the safest form of transport by far.

Inevitably air travel creates problems, beginning with some people’s
fear of flying. More recently, however, the skies we fly have begun to
look darker than the industry wants to admit. Security is now a major
problem, especially after the devastating impact of the September
11 terrorist attacks on New York and Washington.

Also blackening the skies are the emissions from jet aircraft.
Areturn transatlantic flight, for example, can produce up to two tons
of carbon dioxide per passenger! So serious is the problem that in
2005 the UK Environment Minister asked travellers to consider
subscribing to one of the carbon offset schemes available. ‘It’s
relatively cheap. For example, the climate change impact of a flight
to the Mediterranean only costs around £5 to offset.”
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Cver booktng \

\\ Caz rrzer cod\

Fzmt clx X \

Hub- /Bagg’age-
C'onnect'zng’ Fligkt'

Direct flt:g‘ht-

1"’0 rarmmte

tTermznaZ

“Transit

2 (p Listen and repeat the pronunciation of the airport
codes. Pay special attention to the pronunciation of t
andd.

e

Work with a partner. Ask and answer about airport
codes.

EXAMPLE

A What's the code for Da Nang?

BIt's DAD.

4 Say the following words. Pay special attentiontod and t

boarding card take off code
ticket flight transit
airport scheduled transport
depart

/ |

de Sharaﬂg’ \

/ \
D

Return trip
“Air ticket

TeRTW

o, *Norn - stop flight
topover
- Fly/Dmve package

P

Scheduled aivline

b Gateway
aivport terJ

The air travel route map

Look at the route map for Bristish Al‘ ways Doy
know the names of the countries that
each air travel term? Ask and answer with your
partner

EXAMPLI
A Which city corresponds to Open-jaw trip
B Australia

How many terms do you recognize? Work in teams.
Team A, look at p.112. Team B
term and read the definition to
must guess which term corresponc

they hear.

p.117.Choose a
other team. They
) the definition

Take turns toread a definition. The first team with ten

correct guesses wins

Work in pairs. Choose a term. Tell your partner the
term. Your partner must try to explain the termin her /

his own words
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o
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Listening
Low-cost or traditional?

1 Think about the disadvantages of flying with low-cost
airlines. In your opinion, what could traditional airlines
do to attract customers back? Exchange your ideas
with a partner.

2 ( Listen to Martin Stanton of
the Birmingham College of Food,
Tourism, and Creative Studies
talking about the advantages and
disadvantages of both types of
airline. Tick (v') the characteristics
he mentions for each.

Characteristic Traditional Low-cost
airlines airlines

1 Bookingis possible
through a travel agent

N

Booking is easy
through the Internet

w

You can check luggage
through to the final
destination

4 You have a seat number
before you board

V]

You have the option of
different classes of seat

You can go on the plane
first with small children

(o))

7 The cabinstaffare
more friendly

(o.0]

There is more legroom
during the flight

3 Which type of airline is best for people like Martin in
your opinion? Why?

4 Which type of airline do you prefer?

compete (v) to try towin,or
achieve sth, or to try to be better
thansbelse

no-frills (adj) without extra
comforts, such as meals, films, etc

Reading
Revolution in the skies

T Look at the logos on the aircraft tail fins. Which airlines
are they from?

2 Arethese airlines low-cost (like easyJet) or traditional
(like Lufthansa)?

3 Make alist of the reasons for the current success of low-
cost airlines. Read the article and see if you were right.

In the good old days it was easy. Most countries had a
national airline: KLM was the Dutch one, LOT the Polish

national airline, and so on. The exception to this was the US,
where different major airlines such as Pan Am, American
Airlines, or Delta, competed openly for clients. Most of
these airlines offered similar products at more or less the

4 same prices. Of course, some companies concentrated more
on short-haul, domestic flights — the sort of flight where you
are only just in the air when the cabin crew are telling you to
get ready for landing. Others like Qantas became famous for
their long-haul, intercontinental routes, offering free
stopovers to make eighteen-hour flights more attractive to

customers.

The air ticket itself was, and still is, a complex business. The
basic return ticket was the commonest: the single ticket was
so expensive that nobody ever bought one exceptin an
emergency. And of course, the traditional ticket came in
different classes to suit different pockets: economy for the
masses, business for the executives, and first class for those
lucky few who could pay ten times the economy tariff to get
more legroom and a seat that converts into a bed!

The whole system was turned upside down, however, by the
arrival of the low-cost carriers. Ryanair got no-frills flying
going in the early 90s, modelling itself on the American budget
airline, Southwest Airlines. easyjet was quick to follow, and
since then the idea of getting on a plane the same way you

would get on a coach has really taken off, with
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4 Accordingto the article, which of the following Vocab ularv
statements are ’

a only true for major airlines? Low-cost carriers

b only true for low-cost carriers? Complete the sentences with terms from the reading.
¢ true for both types of airline?

1 Alesstechnicaln
d truefor neither type? M

ame for a low-cost carrieris a

They do not have different classes of seating on
board their planes. 2N allows you to interrupt a long flight
They offer free in-flight food and entertainment. and stay in a city en route to yo

They spend as little time on the ground as possible.

such as meals on the plane.
They use paperless ticketing.

2 ir destination.
3 They offer free stopgvers on ]ong—haul flights. 3 A i Pahiis ook dons
4 They often use less important airports. A
S5 e ; ; not go further than 1,000 km
5 They only sell single tickets.
6 They operate long-haul flights. 4 _- are airlines
7 They operate short- and medium-haul flights. that offer low fares for basic services with no ‘extras’
8
2}

w1

Giving the customer a reference number for a seat
ona plane but not a ticket they can hold in their

hand is known as

5 Why are low-cost carriers less likely to be interested in
long-haul operations?

6 Thefeesan airline pays to an airport for using its

facilities are known as __and
sermanwings, Smart Wings, BMI Baby, Vueling, and a hundred
thers. The rest s history, with traditional airlines going deeper e o _isthe minimum time
d deeper into crisis in this first decade of the new millennium. between a plane landing and taking off.

"ne low-cost strategy is based on limited turnaround times at
-ports — usually twenty to 25 minutes. This means that the
lines can get more flights out of a day — eight as opposed to
e normal six. Some low-cost carriers

s0 use secondary airports, with much
w~er landing and take-off charges. Paperless
<eting and sales over the Internet and the
one also keep costs down. They also issue
zle tickets only, and of course, there are no

t-class or business-class seats. No free
~spapers nor free food. In fact, no free
thing, although you can pay to buy

st things during the flight.

3 the future? Paperless ticketing and
=rnet sales from traditional airlines? That'’s
=ady here. Low-cost flights to long-haul destinations?
:U's less likely to happen, precisely because of the way low-
t carriers make their money by fitting so many flights into
1 day. But who knows? The sky’s the limit!

’
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Writing 2 @ Listen to the interview with Martin Stanton again,

. . . and complete the polite questions.
Producing a questionnaire

1 you a couple of
Low-cost carriers have been successful because they questions about air travel?
asked their clients about their preferences. This kind of 9 - Gl
research is essential in tourism.
often you fly?
1 Usethe notes below to produce a questionnaire for an 3 you____

airline. b
‘ you use low-cost airlines at all?

2 Askthree or four more questions of your own to

3 Now look at Customer Care, and then use the advice to
complete the survey.

interview different people in your class.
» Grammar reference I
* Aqff/

*  Profession?

Customer care
Questionnaire tactics

*  How otten/Hy?
*  Reason - business/leisure?

*  Norwally use low-cost airtines, or +raditional?
) WE WANT TO KNOW
You'RE HAPPY!

* Travel (AKJJ.",M‘/M%'{ZMM bookmr]s‘. - which easier?
Itermed bookings - feel secure sending credit
card details, ete.

*  Paperless ticke4s - happy with them?

*  Choice of class (business/economy) important?

*  Check-in fime - 2 hours betore —w—Ilq'M" too l(?v\qfn

e Language spot

Asking questions politely When you ask a traveller to answer a questionnaire,
remember to '
1 Itisveryimportant to ask questions politely when you say what the questionnaire is about |
carry out a survey. It is not a good idea to ask direct ask permission before you ask any questions 1
questions tell the person how long the interview will last.

BXAMPLES It is not enough to ask polite questions. You have to

sound polite, too. Smile when you ask your questions.
What's your job? Avoid looking down at your question sheet all the time.
Where are you going? Remember to look at the person you are interviewing.
Communication Skills Presentation

How old are you?

Instead, try to use polite forms.

EXAMPLES 1 Inwhich of the pieces of advice would you say
Would you mind telling me how old you are? This will only take five minutes.

Could you tell me what you do? Excuse me,I'm doing a survey about air travel.
Can I ask you where you are going? Would you mind answering a few questions?

2 How should you finish a questionnaire? What should
you say at the end?



It’s my job

1 Look at the photo of Javier. Write T (true) or F (false).
1 He's Spanish.
2 He'sapilot.

3 He likes working in tourism.
4 He knows the secret to working in tourism.

2 Now read about Javier and see if you were right.

Javier Diez

Name: Javier Diez

Job: SalesRepresentative in the flights and reservations
section of Aeropostal, the Venezuelan airline

Based: In Madrid

Education: Three years’study at a university college of
tourismin Venezuela

Experience: Fouryears.Started in Venezuela with
American Airlines, then moved to Spain to begin in
Aeropostal

Future: Become a manager in his present company
Thoughts about:

.. hisjob [like the airline industry.It's what | know,and |
like it very much.

... his career |think this career’s beautiful —very
beautiful and very interesting. We learn so much about
the people, about other cultures, but above all, about
how to treat the people as we like to be treated.

... tourism Intourism your product is a service.It’s not a
tangible product,and that’s very important. So | think the
secret to working in tourism is customer service. You
have to be very patient —very, very nice. You have to give
the service as you would like to be treated. | think that’s
the secret — customer service. And as in other areas, you
have to like what you're doing and do it well. With love.
With care.

Theairlineindustry 83

Checklist

Assess your progress in this unit. Tick (v) the
statements which are true.

I can understand people talking about how
they feel about air travel

I candiscuss my feelings about air travel
with colleagues and friends

I can understand articles and news items
about the airline industry

I can produce a questionnaire about air

travel preferences

I can use indirect questions to be polite
when interviewing travellers

Key words

Nouns )
air ticket non-stop flight
baggage open-jaw trip

boarding card
budget airline
carrier code
connecting flight

paperless ticketing
return trip
scheduled airline
secondary airport

delay security control
direct flight stopover
emissions take-off

low-cost carriers

turnaround time

Adjectives
long-haul (flights)
short-haul (flights)

... .
Next stop

1
2

What would be a‘normal’holiday for you?

Tell your partner about the last ‘normal
holiday you had. Where did you go? When?
Who with? What did you do?

What would be a special holiday for you?
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3

4

10 Holidays with a difference

Take off

What could the two holidaymakers do that is ‘different’?

Use the pictures at the side to help you.

Have you ever had a holiday that was ‘different’?

FEP-UP WITH THE SAME OLD HOLIDAY?
WHY NOT TRY SOMETHING PIFFERENT?

Listening
At the trade fair

Mariana and Jurgita work for a tour operator. They are
visiting a large tourism trade fair in order to gather
ideas for an ‘alternative tourism’ programme. They are
thinking about four programmes:

1 ‘Adventure and action’

2 ‘Ecotourism and nature’

3 ‘Escape and enlightenment’

4 ‘Culture and heritage’.

Match the pictures in Take off with the categories.

Which catagory would each of these words and places
bein?

diving expedition gastronomic week

workingfarm  Mexico France

volcanoes biking cattle ranch

pilgrimage Antarctica CostaRica

white-water spaand health  horseriding
rafting resorts India

ecosystem the Caribbean sea-life

p Listento their conversation at the end of the day

and check your answers.

Which holiday do they choose for each category?

1

‘Vocabulary
Different holiday types

1 Putthese holidays with a difference’ into the four

categories.

a tour of Scotland visiting historic castles

b mountain climbing

¢ conservation work helping to repair coastal damage

d windsurfing

e cyclinginthe mountains and deserts of Mongolia

f four-week trip to Canada tolearn English

g tripto Beijing for the 2008 Olympics

h whale-watching off the west coast of the USA

i weekatahealth farm torelax and ‘de-stress’

j long weekend in London to visit museums and art
galleries

k learning survival skills in the jungles of Borneo

1 pilgrimage to Mecca

m weekend of beauty treatments and relaxation in a
country hotel

n off-piste mountain skiing

o weekend break at the Prague Music Festival

p research trip to collect data on ape behaviour in
Malaysia




2 Canyoudo any similar ‘alternative holidays’ in your
country?

3 Match words from A with words from B to make
compound nouns for different holiday activities, for
example: sightseeing, mountain climbing. How many
different activities can you list?

A B

sight horse seeing climbing
cliff mountain boarding  walking
heli scuba skiing watching
snow water biking riding
whale hang surfing diving
hill wind rafting jumping
skate camel gliding

jet bird

bungee white-water

4 Isit possible to do any of the activities in your city or
region?

About KE

KE ADVENTURES

Peru - in the footsteps of
the Incas

Family adventure in the Andes -
Horse riding, rafting, biking, and
easy trekking - Indian craft
market at Pisac - Magical Machu
Picchu - Amazon jungle lodge

visit

Swedish Lapland - a Winter
Wonderland

A winter activity holiday north of
the Arctic Circle
snowmobile and by dogsled — Ski

touring and snowshoe hiking —

Northern Lights
lake — Visit the Icehotel — Meet the
Sami people and their reindeer

Holidays with a difference 85

ﬁ

In this unit

e different holiday types

® adventure tourism, ecotourism, ‘escape’ tourism, cultural
tourism

® talking about experience

® cultural dos and don'ts

® language of service provision

Reading

The Karakoram Experience

=h

Why is the travel company called the Karakoram
Experience?

[®]

e activities are

How many different adve
mentioned or described in th

website?

3 What types of scenery and landscape are mentioned?

4 What type of traveller do they try to attract?

In 1983 two university friends, Tim Greening and Glenn Rowley,
decided to take their passion for travel in Asia and in particular the
Karakoram mountains, and create a travel company with a difference:
‘The Karakoram Experience’. Today KE Adventure Travel has grown to
become one of the world's leading independent specialist travel
companies. In addition to our extensive range of worldwide
adventures, the staff in our UK and American offices organize tailor-
made private expeditions, trips for school groups, and charity treks.

Costa Rican adventure
Trekking, rafting, and wildlife

adventures — Challer
of Volcan Chirripo (3820 m), Costa
Rafting on

1g1ng ascent
Travel by
Rica's highest peak
the beautiful Pacuare - Fantastic
Fish in a frozen wildlife - Relaxing on idyllic

Pacific Ocean beaches




86 Unit10

et

Listening
Interview with a mountaineer

¢y Listen to an interview with a mountaineer. Answer
the questions.

1 How old was he when he did his first climb without
his parents?

N

Which of these countries has he been to with a tour
company?

Kenya Peru
Bolivia Kyrgyzstan
Pakistan Tajikistan

3 Which of these things does he look for in a tour
company?

a cheap price
b aguide for the whole trip
¢ organisation oflocal transport, lodging, and permits
4 How high was the highest mountain he’s climbed -
6,400 m or 7,400 m?
5 What's the worst moment he’s experienced when
mountain climbing?

6 What's the happiest moment?

G Listen again and complete the questions that the
interviewer asks.

1 When you ___mountain
climbing?

2 What ____expedition mountaineering?
When you that?

3 Doyouusea .. whenyou
organize an expedition, or do you

2

4 How _ __find a suitable
company?

5 What___ ____youlookforina

?
6 What'sthe highestmountain____ . ?
7 Have you — frightened?

8 Haveyou__ thought

?

e Language spot

Asking and talking about experience

Look at these sentences from the interview.

I’ve been to Central Asia, once to Kyrgyzstan and once to
Tajikistan.

But both times we used a tour company.

The first sentence is looking at general experience with

no specific time reference. The second sentence is
referring to a specific occasion in the past.

1 Which verbisinthe Present Perfect and which verb is

in the Past Simple?

2 Lookat the questions you completed in 2 in Listening.

Find three examples of the Present Perfect and two
examples of the Past Simple.

3 Match questions 1- 6 with answers from a-k. There

may be more than one possibility.

1 Have you ever been a Yes,Idid.
diving? b No,Ididn't.

2 Didyou likeit? ¢ Yes,itwas great.

3 Wouldyouliketotryit? d Notreally.

4 Wheredid youdoit? e Yes,Ihave.

5 Have you thought of f No,Thaven't.
trying a windsurfing g Yes,Iwould.
holiday? h That's a good idea.

6 Would you like some i Mmm.Tell me more

more information? about it.
j InMalta.
k Yes,please.It sounds
interesting.

Grammar reference p
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Ecotourism = responsible travel You can’t protect what you
don’t know.

Lars-Eric Lindblad

Leader of the first commercial

Antarctica cruise in 1966

to natural areas that conserves
the environment and sustains
the well-being of local people

Speaking 3

Haveyouever...?

1 Choose one or two of the activities from Vocabulary:
Different holiday types 3,and one of the KE Adventure
holidays. With a partner, use the information in the
following dialogue.

A Haveyoueverbeen__ ?
Yes, I have./ No,I haven't.

B
A Didyou like it? / Would you like to try it?
B
A

Have you thought of trying something different?
Whatabout_____ ?

B That's a good idea. Tell me more about it.

A

2 Choose some more activities and adventure holidays.
Goround the class and ask different students about
their experiences. Tell them about one of the adventure

| holidays. Try to get them interested in buying it.

3 Report back to your partner on what you found out.
How much interest was there in the adventure
holidays?

We should have the sense to
leave just one place alone.
Sir Peter Scott

rounderc ne Worla Wildlife Funa

Pronunciation
1 G Listenand tick (v) the word you hear

1 best O vest O
2 very O berry O
3 vine O wine 0O
4 veil 0O whale O
5 best O vest O west O
6 bale O veil O whale O
2 Practise the words for each sound.
3 Say one of the words from each group in 1. Your partner
will point to the word he / she has heard
4 Say these words. Think about the pronunciation of b, v
and w.
/b/ v/ /w/
basic vacation e
Beijing volcano white-water
Borneo activity wildlife
bungeg - aivilwg worldwide
Caribbean ever
rabbits surviva
scuba alternative

have you ever

I've been very busy
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the "{ Irismma

hin adventure holiday market in the last five years =10-15%
1in traditional sun, sea, and sand package holiday market in the last five

years = 4-5%

Where in the worl Speaking

Discuss these questions in groups. Questions on Antarctica
1 What dQ YO kngw about Antarctica -its In pairs, ask each other for information on Antarctic
population, its size and location, the number of cruises. Student A, look at p.112. Student B, look at p.117.

tourists who visit?

2 What type of transport do tourists use to visit
Antarctica?

3 What activities can tourists do?

Read the text to check your answers.

There are no indigenous people in Antarctica. The population varies
from fewer than 1,000 in winter to almost 20,000 in summer:
5,000 scientists from 27 of the countries belonging to the
Antarctic Treaty, plus 14,000 tourists.

The nearest land mass is South America, which is

approximately 1,000 kilometres from the tip of the

Antarctic Peninsula.

The surface area of Antarctica is 36 mijllion square

kilometres.
Antarctica currently has no economic activity apart from
offshore fishing and tourism, and these are run by other

é
nations. L‘f

Tourism in Antarctica is mainly by around twenty vessels

carrying 45 to 280 passengers each.

Most trips take about ten days to three weeks from port to port.

Antarctic visits are mainly concentrated at ice-free coastal zones over the
Antarctic summer, the five-month period from November to March. In high

summer there will be more than twenty hours of daylight per day.
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Mongolia fact file » Situated between Siberia and China.
Capital: Ulan Bator » Terrain varies from desert to mountain. Temperature
Population: 2.6 million variations are also extreme.

» Many Mongolians live a nomadic lifestyle, living in special
tents (called gers).

» Tourismis growing in importance (by approximately 20%
inrecent years).

L] » Most tourists come from China and Russia.

Reading 3 Complete this table of dos and don'ts for (a) your own
country, and (b) another country you know ab
Mark dos with a tick (v'), don’ts with a cross
1 Workin pairs. Look at this list of ‘cultural tips’ for write - if it doesn’t matter.
tourists when mixing with Mongolian people. Which
doyou think are ‘dos’and which are ‘don’ts’?

Cultural differences

2 Lpok atp. 1o and check your answers. Do any of the Ok pub?c building
tips surprise you? —— = o
Wear a hat in a religious building
Wear shorts ir]?re!igious bui\ding7

Point at someone with yourﬁnger

pdf QnJ Jon)ff ;n Monﬁo“é\ Kiss family or friends in public .

Blow your nose in public

Eat with your left hand

Take photos of local people

Leave food on the plate atthe end
of the meal

Arrive on time for an appointment

Writing
Cultural tips

Write a list of cultural tips for visitors to your co

] have long conversations in your own language in

{ . ; The list could appear in a guidebook or on a website
| ‘ front of hosts who don’t understand. Include categories on
x | sit with your feet underneath you or cross-legged. eating and drinking
¢ walk in front of an older person. visiting famous and religious buildings

being a guest in someone’s house

fe4 8 past of fence corme hetween you if you are gestures, body language, and physical contact

i walking with a Mongolian.

. and space
| receive food or a gift from a Mongolian with both any other categories you think are important
¢ hands.
: point a knife in the direction of anyone. Find out

| turn your back on an altar or religious object.
. How can you find out about cul

other countries? Think of a co

§ walk round inside a house or tent in a clockwise to visit. Look at the website
* direction. office. Does it give any
travel agent for useful cul

& | take a sip or nibble of drink or food that is offered.

take food from a plate with your left hand.
keep your hat on when entering a house or tent.
| touch other people’s hats.
| leave a small gift, other than money, for your hosts.

take off your gloves before shaking hands.
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Vocabulary
Escape and enlightenment holidays

— Botox ]

% e Language spot
Describing service provision 2

V 1 Look at these four ways of describing service provision

taken from the texts. In each case find two other
examples of the structure.

1 offers, provides, boasts (Present Simple)

It offers the natural beauty of the forest.

a
2 You can +infinitive
You can enjoy daily yoga and water exercise.

1 Choose from these words to label the pictures. 3 Present Simple Passive

spa meditation oga 2

pe Joe . Theyogaworkis presented as an important part of
shiatsu massage aromatherapy : L
. - ) i meditation practice.
retreat (noun) t'aichi hikes / hiking
anti-aging treatment 4 Imperative

ny da lik ay 1 i
2 Which two words describe a place rather than an TRt s oy yeu ke rom MagELts gt ker 30

activity? Which activities would take place in them? 2 Complete the description using the phrases in the list.
3 Which of the words would you expect to appear in the book provides
brochure descriptions for these holidays? is held you can
1 Rio Caliente: Hot springs, Spa and nature resort, offers
Primavera Mexico e ]
2 Camino de Santiago: The Pilgrimage Route of St The tour of the Seven Holy Cities of India
i ! the chance to rediscover your spiritual
3 Dhanakosa Buddhist Retreat, Scotland .
energy. 2learn about the Hindu
4 Work in groups of three. Student A, look at p.112 religion. A e e i

Student B, look at p.116. Student C,look at p.118.

) Haridwar. The spectacular Kumba Mela religious
Tell the others in your group about the holiday and

. a 5
rietitior festival ___“every twelve years.

the location searly to avoid disappointment
what you cando

any other information.

» Grammar reference
5 Think of three different people you know and
recommend one of the holidays for each of them.
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Checklist

Assess your progress in this unit. Tick (v)the
statements which are true.

can understand descriptions of alternative

- cantalk about alternative holiday types

canask and talk about past experiences

Customer care
Ability and suitability

| candiscuss cultural dos and don’ts

Key words

Activities
aromatherapy
diving
expedition
Itisimportant for tourism providers to make sure their hillwalking
customers are able to do the adventure activities they massage

have signed up for. But at the same time, they should
allow and encourage people to do things that are‘out
of the ordinary’.

meditation
mountain climbing
t'ai chi

whale-watching

; : ) .
1 Doyou agree with the statement above? white-water rafting

2 Do you know anyone - e.g. friends or family - who has windsurfing
; done an adventure activity or taken a holiday with a yoga
} i idn’t thi ; i ?
. difference that you didn'’t think was suitable? BlacEs
' 3 How can tourism providers check their customers’ cattle ranch
§ suitability? ; health farm

. : ; . retreat
4 Arethere any situations when a tourism provider spa

should refuse to allow someone to do an activity?
Other nouns
conservation
enlightenment
mountaineer

Speaking
Tourist types and holiday types

e Py . P

volcano
1 Write four different types of tourist on separate pieces wildlife
of paper.
bap Adjective
EXAMPLE

gastronomic
young single male interested in water sports

'} 2 Ingroups of three or four, take ten of the types of _

tourist. Take turns to pick one of them and select a

‘holiday with a difference’. Say why you think the Next StOP

tourist would like the holiday. The rest of the group 1T How long have we had computers?
should decide if the match is good.

——a e

2 What are computers used for in the tourism
EXAMPLE industry?

| He'lllike the windsurfing holiday because he’ll be able to 3 What was the last tourism thing you did on

develop his skill in water sports. iheinternets

3 The person with the most accepted matches wins.
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11 Reservations and sales

Take off

1 Canyouname the different travel documents on this
page?

2 Which of these documents do you need for a holiday
abroad?

3 Have you everlost an important document? Tell your
partner —explain which one, where you were, what
you did, and what happened in the end.

————
(&)

Travel Web GLogg ACME

Booking Confirmation TRAVEL Insurance Co

Book”’g Form

Accommodation \’UUChL‘I'

Reading

Holiday bookings - getting the right

information

Make alist of the information a travel agency sales
consultant will need to take when a customer makes a

booking for a holiday.

Compare your ideas with the list below. Do you have
any ideas that are not in the list?

The manager uses etc. a lot in the memo. What does

this mean?

Substitute etc. with groups of examples from the list.

a transfers,local excursions, car hire

premier class

medical condition

email address if possible
twin, single, family

bank transfer, credit card
B and B, flight only

g v QA N o

Memo
To: all sales staff

Please be sure to enter the
following key data when taking
holiday bookings.

1 date of booking

2 booking reference number

full name and contact details

of client (postal address,

daytime and evening

telephone numbers, etc.)

4 number of people in party

5 names of people in party

6 ages of children (2-12 yrs old
- discount)

7 dates of outward and return
journeys

8 ticket type (e.g. economy,

etc.)

Subject: Key reservations data

9 accommodation — name of
hotel / resort

1(

number and type of rooms
required (double, etc.)

11 special requirements (e.g.
children,disabled, etc.)

12 meal basis (full board, half
board, etc.)

13 other services (e.g. airport
hotel, airport car parking,
etc.)

14 method of payment (cash,
cheque, etc.)

15 deposit details

Please also get clients to double
check all details before signing
the booking form.




Listening
Taking a booking

¢y Listen to a travel agency sales consultant taking a
booking and complete the booking form.

Which key data is still missing?

What did the travel agent forget to do before Mrs
Venables signed the form?

When will Mrs Venables get her invoice and what
must she do then?

Speaking

Have you decided where to go?

Work in pairs. A, you are the sales consultant and
need to complete the booking form. B, you are the
client and should think of all of the holiday details
the sales consultant will ask. (Hint: Look at the
holidays in Unit 10 and choose the one you like most.
Now add the details of your family and you are ready
togo!)

Act out a booking.

Change roles and act out a new booking, with B as the
sales consultant.

Reservations and sales 93

ﬁ

In this unit

@ taking a bookingin a travel agency

® computerized reservation systems and the travel agent
® explaining holiday terms and conditions

® ‘if' clauses

® handing over tickets to a client

Booking reference number
CTS060625797H

Cicerone Travel Services

OMER DETAIL

rirst name

yname  Vewnables

aaqaaress

Writing
Confirming a booking

When a booking is taken by email, it is standard practice
to confirm the booking either by email, or by letter.

Use the information from the last activity and send an
email to your partner confirming the details of the
booking. (If you cannot send an email, send a letter
instead.)
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accessible (adj) possible to be gateway (n) the place which

entered you must go through in order to

accounting (adj) connected getsomewhereelse
vith the financial

ngements of acompany

Reading
Computer reservation systems

1 Tourismis full of abbreviations. For example, do you
know what CRSs and GDSs are? Do you know the
difference between the two?

2 Where can you find out what tourism terms mean?

3 Look at the definition of CRS and GDS. Write T (true) or F
(£~
(false).

1 Airlines were the first users of CRS.
2 AGDSisalarger version of a CRS.
3

Only airlines and travel agents can have access to
GDSs.

4 Ttis now possible to book a car or a hotel room
through a GDS.

5 GDSs give ticket information but cannot produce a
valid ticket.

6 GDSs cantell atravel agents how many tickets they
have sold.

computer reservation system

A computer reservations system, or CRS, is a
computerized system used to store and
retrieve information and conduct transactions
related to travel. Originally designed and
operated by airlines, they were later extended
to travel agents as a sales channel. Major CRS
operations are also known as Global
Distribution Systems (GDS). Many systems are
now accessible to consumers through internet
gateways for hotel, rental cars, and other
services as well as airline tickets.

Today, each system allows an operator to
locate and reserve inventory (for instance, an
airline seat on a particular route at a particular
time), find and process fares / prices applicable
to the inventory, generate tickets and travel
documents, and generate reports on the
transactions for accounting or marketing
pUrposes.

1

ta

Vocabulary
Reservation systems for tourism

Choose the best meaning for each word as it is used in
the text on CRS :

1 store = (a) alarge shop (b) the place where you keep
things until you want to use them (c) to keep
something for future use

2 retrieve = (a) to put something back into its original
form (b) to get something back (c) to move back to a
safe place

3 conduct = (a) to organize and do something (b) to
direct the musicians in an orchestra (c) to allow
electricity to pass

4 channel =(a) a television station (b) a route that
information is sent along (c) the part of a river that
boats can pass along

Listening

The origins of CRSs

Clemen works at the EU de Turismo de Asturias in
Spain. She teaches students there how to use

computer-based reservation systems like Amadeus or
SABRE.

|
%

¢y Listen and complete the table.

SABRE [

System Amadeus | Galileo
Created by
Createdin

Market share

Clemen mentions a fourth CRS - Worldspan. Listen
again and make notes about it. ‘i
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S

Hotel bookings
Nowadays, more travel is sold over the Internet
than any other consumer product.In America
nearly 37 million internet users have already
purchased travel products online.Online
bookings were expected to reach $63 billion in
2005.

.

Find out

Which of the big four GDSs do your local travel
agencies use most — Amadeus, Sabre, Galileo,
Worldspan?

1 Gotoalocaltravel agency and ask them which system
they use. Ask them what they like about the system they
use,and why they don’t use one of the other systems

2 Report your findings back to your class.

Reading
Abbreviations and codes

1 Look at the computer printout for an air fare between
Madrid and Paris.

1 What are the dates for the journey?

2 Canyoufind the cost of the flight?

3 Isitareturnflight? How do you know?
4 What is the opposite of a return flight?

2 There are a lot of abbreviations and codes. For example,
RT means round-trip or return; OW means one-way.
Find abbreviations that mean '

1 adult 7 June

2 advanced 8 minimum stay

3 airline 9 non-refundable

4 check 10 passenger type code
5 euros 11 Sunday

6 flighttype code 12 tariff.

FONO3
** RULES DISPLAY **

12JUNO5*19JUNOS/MADPAR
LN FARE BASIS ow

03 OKAP7DN1

FCL: QKAP7?DN1

PTC: ADT-ADULT

RU. RULE APPLICATION ,
IB ECONOMY FARES BETWEEN SPAIN AND CANA

Nothing is free in business — not even a client
booking a hotel room.Re
by the client using the
probably the least exp ve
booking made by a travel agent us

rvations made directly

vebsite are

ngaGDSis

usually the most expensive

Customer care
Putting on the pressure

A

Don't pressure a customer to make a booking if you
sense that they are not sure yet. Give them time
them go away and think about it. Remember
average a satisfied customer will tell two friends or
members of their family. A dissatisfied customer, i
contrast, will tell at least nine people.

B

Customers sometimes need help making up the
minds. Put a little pressure on them.Tell them that the
booking can only be held for a short time, and you need

a decision soon, or they might lose the opportu
altogether.You're the professional, you know w
good for them —so push them a bit.

Which of the two statements do you agree

What would you actually say to the customer in each
situation?

TAX MAY APPLY
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to prevent sth premium (n) an amount of
orto try not to do money that you pay regularly to
acompany forinsurance

orehand (adv) at an

ier time than sth against accidents,damage, etc.
guarantee (v) to promise that reserve the right (v) to have or
th will be done or will happen keep a particular power

Reading

The small print

1 Look at the booking conditions. Match these headings

with the different conditions.

Cancellations

Booking changes
Compulsory insurance
Flight delays

oWV W N =

holiday
7 Your holiday price

If we change your holiday before you leave
If we make changes after you have booked your

We may need to make changes to
the information in this brochure as
our holidays are planned many
months beforehand. If we make any

changes before you make your

booking, your travel agent will tell
you about them before you finish
your booking

Occasionally we have to change
youraccommodation. If we make a
change after you have made your
booking, we will put you into

accommodation of the same

standard or higher, and in a similar
type of resort

The prices

brochure were

correct at the time of printing, but
wereserve the right to make
changes. If we do this, your travel
agent wil{ confirm all price changes

before you make your booking

If youwant to cancel your booking,
the person who made the booking
must send us written instructions. If

you cancel your booking, we may

Booking terms and conditions

ask you to pay cancellation charges
We will not refund any insurance
premiums you have paid

If you want to change your booking
we will try to help you, but we
cannot guarantee that we will be
able to do this. If you change your
booking, we will charge you €15 fo

each person in yoy group

If you make a booking with us, you

must take out suitable insurance

either with us or with another

company. If you have a known

medical condition, please tell our |
sales agent when you make your f

booking i

We try hard to avoid flight delays |
but they do sometimes happen. If |
there is a delay, we will try to prov

extra services, food, and

accommodation. If we are unable t

provide these services for any

reason, then we will pay you

compensation

2 Look at the booking conditions. Which ones are about

1 situations / problems the tour operator may have?

2 situations / problems a tourist may have?

3 situations / problems that happen before a holiday?
4 situations/ problems that happen during a holiday

3 Have you (or your family or friends) ever had a problem
when you were on holiday? Tell your partner about it
Where were you? When was it? Who was with you?

What happened?




Plastic society

S

»

Look at the booking conditions again.

1 Underline the sentences beginning with if.

2 Arethese sentences referring to the past, the
present, or the future?

3 What verb tense is used in the if part of the
sentence?

4 What verb forms are used in the other part of the if
sentences? (Hint: There are four different forms.)

Match phrases from A with phrases from B to create
information and advice for tourists

A B

If you travel with us a
toan airport,

please ask for assistance -
we serve more than 1,200
towns and cities in the
country.

o}

2 Ifthe destination you
want is not listed
in this timetable,

we cannot accept
responsibility for your
complaint.

3 Ifyouhaveaproblem ¢ tellthedriveratthe
during the journey, earliest possible moment.

4 Ifyouhavea d you may be asked to pay
complaint to make asmall surcharge at some
during your holiday, hotels on the tour.

5 Ifyoudo not contact e you must allow at least

one hour between the
coach arrival time and the
flight check-in time.

our representative
before the end of
your holiday,

[e)]

Ifyou have asked fora  f
special diet,

you must contact our
representative at the resort

Complete these four pieces of information / advice for
a tourist coming to your country.

If youare goingtohireacar, ...

If you come to our country in the high season, ...
If you are a vegetarian, ...

g

Bw N -

Grammar reference |

before you return home.

The UK is the biggest card userin Euro
owning 60% of all credit
Spain is next with 15%. British adults owr
an average of 3.5 cards each.There are
£ card transactions every second in Britair
and the average weekly spend is £10

N
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Pronunciation

G Listen to the words and write them in the correct
column.

hat /@/ pay /e1/ sit /1/ five 7a1/
planned change time

Look at all the ‘hat’ words. Compare them with the ‘pay

words. What do you notice about
the letter a? When is it like ‘hat

anawnenisitlix

Look at all the ‘sit’ words. Compare them with the ‘five
words. What do you notice about t! wunciation of
the letter i? When s it like ‘sit’and when is it like ‘five™?

Speaking
Explaining booking conditions

Work with a partner. Take turns to be a trave
clerk or a customer. The customer will as} ti
about the booking conditions. Here are some que

1 Arethe prices in the brochure all correct?
2 What happens if we cancel our holiday?

3 Dowe need insurance or is that included in the price?

4 Canwe change our booking if we have t
g

Will we definitely get the hotel we asked {
booking form?

6 What happens if there are flight delays

The travel agent should look at the booking conditions
but try to answer in her / his own words, like this
CUSTOMER Arethe prices in the brochureal

TRAVEL AGENT Well thep
brochure was prii

ferent now, the
the booking. And
[l you before you sign

tour operator w

the booking form.
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It’s my job

Huayan Ye

Huayan Ye works with Spanish-speaking tourists in
China.What does she think of them, and what does
she do when she’s not with her clients? Read on and
find out.

Studies: Spanish, a bit of tourism, and international
relations at Beijing University.

Job: Working in the biggest tourism company in
China—it's called CTS—in the inbound tourism
department. | look after Spanish tourists and tourists
from Latin America. We offer them tourism services —
hotel reservations, transfers, visits in China....

Why tourism? | like talking to people.| want to show
foreign visitors the best of China.

Likes: | really like marketing and sales. Our
department doesn’t just look after the Spanish. It
also studies the Chinese market. Right now it’s
growing a lot.Chinais one of the safest
destinations in the world, and the Chinese are kind
and friendly.

Clients: Our Latin-American clients are very friendly.
Our Spanish clients are a little bit more demanding!
The Spanish have a lot more experience travelling,
and they know so much about tourism.That’s why
they are demanding, but that’s good for us.

Free time: Young people in China like to go out for a
drink, go shopping, go to stores, study English. | like
reading, listening to music,and | study Latin-
American dance —salsa, tango. And like all young
women, we like to buy clothes, shoes, cosmetics...

Listening
Handing over tickets

PASSENGER
EORDOONT

1SSUING AGENT

CARRIER __FU
RIRCAN A

=S EZE ATRCAM ACL

RESTRICTIONS BOOKING REF |

HIOHE KMH1SS.5 HA OERMSE.SERF SAOM COA |

St T
1 Lookat the flight ticket and find ‘

1 thenameofthe passenger 5 thedestination of the 1

2 thedate of travel flight

6 theflight times w
7 the cost of the ticket

3 theflight number
4 theorigin of the flight

2 (i Listento the travel agent handing over the ticket
Which of these pieces of information does he confirm
with the client?

3 What does Mr Bordoni ask the travel agent about?

4 (y Listen again and complete the dialogue. ‘

"T Here's your ticket. Let’s just go through the 1
__ 1So,that’s Toronto-Buenos Aires
?2,leaving Augustl2on_____ 3
AC094.___ “Torontoat23.35hand
_ sBuenos Aires the next day at 12.10.
B That'’s not too bad.
T No,it'sagood flight. Then there's your return. That's

it

.11}4‘4;\«»;»..—»




August 23, flight AC093.
at16.55.
yourself. Total

__5Buenos Aires

_"Toronto 06.35. One passenger —
8$3,950.74.

Ouch! That includes taxes,no?

That includes taxes, Sand... 19

Anditis 177

One hundred per cent refundable, Mr Bordoni. If you

- W 4 W

don't go,youdon't 2. And as Isaid, you
can change the dates of travel 13
14 two hours before take off.
B OK.That'sgood. Willyou_____ 15the
company directly?
No problem.
Then... then that's everything, I think.
Good.

Thanks for your help.

H W H w A

Our pleasure, Mr Bordoni.

Speaking
Checking the details

SENGER SSUl

[

Think about a return flight you would like to take.
Complete the blank ticket with details of your journey.
Make sure all of the information is properly covered.

Give your ticket to your partner.

When your partner is ready, ask for your ticket. Your
partner should check all the details with you. Correct
any details that are wrong.

Change roles and take the role of the travel agent.

Reservations and sales 99

ﬁ

Checklist

Assess your progress in this unit. Tick (v') the
statements which are true.

| can exp

(W)
L

|canissue a ticket an

details with the client

Key words

Nouns

abbreviation
balance

cancellation

CRS —computerized
reservation system

deposit details

fare

GDS —global
distribution system

Verbs

cancel
confirm
guarantee
issue (a ticket)
retrieve (data)
store (data)

Next stop

1 Doyoulike beingin airports or statior

you get nervous befor

2 What do you do wh
airports or stations?

normally use?

3 Have you ever had a pr

off onthe start of a journ

solve it?

a holiday booking from a client in

basicideas that | read or hear
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12 Airport departures

Take off

1 How many airports have you been to?

2 What's your favorite airport? Why?

3 Where do you think would be the most interesting
place to work in an airport? Where would be the most
dangerous?

Where in the world?

1 Does the plan show the departures level or the arrivals
level?

2 What happens when travellers depart from and arrive
atanairport? Divide the following into departure and
arrival procedures and put them in the order in which

they occur.

a passportcontrol g baggage reclaim

b boardtheplane  h check-indesk

¢ security check i departure gate

d immigration j getoffthe plane (disembark)
e departurelounge k customs

f arrivals hall

3 Istheairport similar to your local airport?

At s

Business lounge
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In this unit

® airport facilities, services, and procedures

® responding politely to questions and requests
® airport dialogues

® giving orders, stopping people doing something

Vocabulary Reading
Airport facilities and services Working in airports

1 What dothe symbols ofairport facilities represent? 1 Make alist of the different jobs there are in an airport
Which job would you most / least like to do?

2 Read the article for people training in tourism and
peop g
) complete the missing sections with the ex ts below
8

uA
@ &m @
| =~

T e R R O e S T S S e R
VS Inside tourism: Getting an
vi4 airport job

=

When people think about working in the air tr

et industry they usually think of flight attenda
pilots —the cabin crew and the flight crew. But there are
many other job opportunities at airports. Th an

16| include working in the various 1, ormore
specifically tourism related services,suchasthe 2

The work of the airline ground crew includes ___ :

until they board the plane and are handed overtot

cabin crew. Most employers will expect gro

0
have a good basic education, including
English. You should have a pleasant hel
Previous experience in a job which invo

with the public (such as 4) is prefe

Y
N

.ﬂ
%
1)

=
)} |
SH=]

2 Which symbol represents a place where As with travel consultants and cabin crew ground crew

a youcanstore your baggage? are usually employed on permanent
b youcan get emergency medical treatment? work shifts. Free and discounted fli
youcanrentacar? offered after a probationary period
youmay have your luggage searched?

you might find something you have lost?

a N

Some jobs at the airport do not involve contact with the
public. Examples of these are :

m

3 Match the words in the list with the symbols.

For more information on getting a job at an airport, you
‘ a hotelreservations | lostproperty r lifts should ...
b immigration k smokingarea s bar
¢ luggage trolleys 1 postoffice t firstaid
d restaurant/café m information u customs a information desk, the bureau de change, the
e bureaudechange n hairdressers v toilets check-in desk, the security check and customs
f baggage store o escalators w telephones and immigration
g emailand Internet p departures x arrivals b shops, hotels, restaurants, and banks
h railway station q shops y carrental ¢ baggage handlers, mechanics, and drivers
! washiee d restaurants,bars,and shops
4 Work in pairs. Five services or facilities do not have a e selling tickets, checking in passengers, dealing

symbol. Design suitable symbols, and compare with

and supervising passengers
the class.
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Listening Vocabulary
An airport worker Airport language

Ali Ghoshal was born and brought up in Pakistan. He
now works at London’s Heathrow airport as an aircraft
technician as part of the turn-around team.

1 G Listentothe interview and answer the questions.

1 What does the turn-around team do?
How many people are in the team?

Does Ali have any special qualifications?
What is the main stress in his job?

What does he like most?

6 What does he like least?

7 Does he get any special ‘perks’ or benefits?
8 What does he plan to do in the future?

(U2 BN S VE N N |

1 Which airport workers are shown in the pictures?
2 ( Listen again and complete the questions that the
interviewer asks. 2 Complete the questions with the words in the list,and

say where each question would be asked.

What does ?
2 How many - 2 sharp objects ticket help board
3 What qualifications ) meeting point  window  aisle suitcase
4 Isit 5 purpose baggage  passport help
) checking in landed meeting
5 Whatdoyou
6 And ? 1 Canlhaveyour and ?
7 Soyou're ? 2 Hastheflight yet?
8 Doyou 2 3 Did you pack your yourself? |
4 Areyou someone? i
: 5 Whatisthe_ of yourvisit? i
Find out 7 _ sl |
6 Areyoucarryingany___ inyourhandluggage? i
Find out about your nearest airport and complete the
P— 7 Couldyou_____ me?
8 Canl you?
9 Hasyour been in your possession at all
T - Transport options to city: times?
FAGQ Fs LE ................................ . severssee . 10 Arethcrc any Sﬁatb ava]]dblt.}
COEEAN PR St ety 11 Canyoutell me where the is?
NG OF BIPOE: s, s » . '
; Hotel options (at or near airport) 12 Isittoolateto________theplane?
AITPOTT COUEs, wammnmosmsansaissmsms
........................................................... 13 Areyou any bags today? I
Airlines operating: ... ) ) !
Restaurant facilities: ... 14 Would you like an seat?

Shopping facilities: ... ) )
---------------------------------------------------------------- ‘pp g : 3 Which questions are asked by passengers?
BUSINESS SEIVICES: ..vvnvvvvvecrrirrenrians

VIPIOUNGE: cuvvurmusmssssresssassasssssssssssssssons

Lost luggage —telephone Car hire companies operating
NUMBet: cenmnmsnssmss i DTSR R R AR T

Distance from main city / citiesin ~ Car parkfees (short stay / long
eSO N RR ; SEAY): oo
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The world’s busiest airports

The world’s busiest airports in 2002 5 Tokyo (HND) 58.7

(millions of passengers) 6 Dallas / Fort Worth (DFW) 55.2

1 Atlanta (ATL) 75.8 7 Frankfurt (FRA) 48.6

2 Chicago (ORD) 66.8 Paris (CDG) 48.0

3 LosAngeles (LAX) 61.0 9 Amsterdam (AMS) 395

4 London (LHR) 60.7 10 Denver (DEN) 36.1
%

e Language spot

Responding politely to questions and
requests

2 (i Listenagain and complete the dialogues

CONVERSATION A
A Couldyou B I'mtryingtofind outifa
flight has arrived or not.

1 Match the following responses by airport workers with B *Areyou meeting someane?

the five passenger questions in Vocabulary 2. A e, 1oy Dnother, H_e VS QueInan. o

i : % Hasitarrived yet?

a Certainly. How canIhelp? B Yes o

b I'mafraiditis. The cabin doors have been locked. Here it is. It arrived an hour ago. He should be

¢ No,I'msorry, it hasn't. There’s been a delay. comingthrough__ 7about now

d Yes,of course. It’s just over there, next to the & Eghy I_ 1 g0 there.________ 5 yousay?

newsagents. B Yes, orifhe sl;mt at_ _#trythe

e I'mafraid there aren’t. The flight’s very full A 'ﬁwat'gago;d .Idea.Can -
2 Which expressions are used as more polite alternatives meeting pointis?

to yes and no? B 2]t'sjustoverthere nexttothe

) ) newsagents.

Practise the five exchanges in pairs. A Thanks for your help.

4 Note how the airport worker gives a reason when Blo - . B

saying no. This makes the negative more polite.

CONVERSATION B

Think of a reason for saying no to the following C Hello.CanThave yourpassportand
; D Hereyouare.
questions: c Tl 5
2 nank you. Are you d
1 Canwe smoke here’ D Justthis one. The other’s
2 Canlgotothefront of the queue? c tanyou putitonthe -
3 Isit OKtotake my guitar on as hand luggage? syourself?
4 Isthere any chance of an upgrade to First Class? D Yes I1did o
5 Inpairs, practise the four situations above. C Hasanyone______ Syourluggage inany way?
D No,theyhaven't.
6 Write down three or four questions that a passenger C Areyoucarryingany T m——
might ask - include at least one where you would D No,I'm not. Can o .
expect a negative response. Ask your questions to a rr——T
partner and act out the dialogue. C No sthere aren't. The flight's verv full
» Goto Grammar reference p.12¢ Would you like an aisle seat? 7
D Yes, that'll do.
I.. & o C OK.Here'syour____ 10, ¥c be boarding
Is enlng through 1in 30 minutes. Have a
Two airport dialogues — "
D Thank you.
1 )y Listen to these two airport dialogues.
1 Where do they take place? S ki
2 Note down the flight numbers, gate numbers, and peaking

cities that are mentioned.

The check-in and information desks

Work i1
p. 114

pairs. Student A, look at p.113. Student B, look at
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—

compensation (n) money that

0 sb because you have
n/heror lost or
iamaged his/her property

sth you have bought

volunteer (n) a person who
offers or agrees to do sth
refund (n) a sum of money that

s paid back to you, especially doit
because you have paid too
.

Reading
Air passenger rights

1 What things can go wrong for air passengers? Think

about: before boarding, during the flight, after landing.

2 Now look at the front page of a European Commission
leaflet about air passengers’ rights. What do you think
air passengers have aright to in each of the four
categories?

If you are denied boarding, the airline must ...
If your flight is cancelled, the airline must ...

Having problems with
yourjourney?

(EU) has strengthened your rights.

The European Union
Here are the most important.

a\s‘et of rights to ensure air
j fairly. f
ighti ible for
our flight is respons!
b;:ggage, and must respect

The EU has created
passengersare treatec
The airline operatingy
transporting you and your
your rights

I N
ENIEDE

: feni d boar
Were you denie ‘
airline did not have enough seats on
the flight?

ding because the

Has vourb flight been cancelled?

more?

HLv\‘sﬁonr checked-in baggage been
damaged, delayed,or lost?

@ \;:ygtxrﬂtg}‘t delayed for two RpUr=Rt

much or you are not happy with

without being forced or paid to

DENIE 3OARDING AND CANC N

If you are denied boarding or your flight is cancelled, the airline
operating your flight must offer you financial compensation
and assistance. These rights apply, provided you check in on
time, for any flight, including charter:

* from an EU airport, or

® toan EU airport from one outside the EU, when operated by
an EU airline

When there are too many passengers for the seats available,an

airline must first ask for volunteers to give up their seats in return

foragreed benefits. These must include the choice of either

refund of your ticket or alternative transport to youy destination.

If you are not a volunteer, the airline must pay you

compensation of:

* €250 forflights 0of 1,500 km or less

* €400 for longer flights within the EU, and for other flights
between 1,500 km and 3,500 km

* €600 for flights over 3,500 km outside the EU.

The airline must also give you:

* achoice of either a refund or your ticket (with a free flight
back to your initial point of departure when relevant) or

* alternative transport to your destination,and meals and
refreshments, hotel accommodation when necessary

" (including transfers),and communication facilities.

Whenever your flight is cancelled, the operating airline must

give you:

* achoice of either a refund or your ticket (with a free flight
back to your initial point of departure when relevant) or

* alternative transport to your destination, and meals and
refreshments, hotel accommodation when necessary
(including transfers), and communication facilities.

The airline may also have to compensate you at the same leve

as fordenied boarding, unless it gives you sufficient advance

notice. You shall be informed about alternative transport

3 Work in two groups. Group A, read about ‘Denied
boarding’and ‘Cancellation’. Group B, read about ‘Lc \
delays’and ‘Baggage’. i
1 Check tosee if your answers in 2 were correct

2 Find out the level of compensation that the airli
must provide.

4 Explain what you have discovered to a student frc
the other group.




Refunds may be in cash, by bank transfer or cheque or, with
your signed agreement, in travel vouchers,and must be paid

within seven days.

If you do not receive these rights, complain immediately to

the airline operating the flight

If you check in on time for any flight, including charters: from

accommodation when necessar
communication facilities

When the delay is five hours or more, th

offerto refund your ticket
initial point of departure wher
If you do not receive these rights
the airline operating the flight

an EU airport, ortoan EU airport from one outside the EU,
when operated by an EU airline and if the airline operating

the flight expects a delay

* of two hours or more, for flights 0f 1,500 km or less
* of three hours or more, for longer flights between 1,500 and

3,500 km

* of four hours or more for flights over 3,500 km

the airline must give you meals and refreshments, hotel

Speaking

Incident and action log

1 Ingroups,look at this airline ‘incident and action log’.
For each of the incidents, decide if the airline acted

You may claim up to€1,000 for dan
destruction,damage, loss, or dela
by an EU airline,anywhere in the w

within 21days of its return.

correctly according to the European Commission leaflet.

Incident

1 Five passengers overbooked on
flight from London to Paris

N

Flight from Rome to New York
cancelled at last minute due to
technical problems

w

Flight from Zurich to Dublin delayed
by one hourand 30 minutes

4 Flight from Madrid to Tokyo
delayed by seven hours

> Baggage lost on Bonn to London
flight

5 Suitcase damaged, and some
contents broken and missing (on
same flight as 5)

agree with your claim,you may go to court

Fordamage to checked-in baggage, you m
within seven days of its return and for delayed bagg

Have any incidents like this ever happened to yc
someone you know? Tell the rest of the group abot

Airport departures 105

R

ding transfers),and

e airline must also
ght back to your

1 immediately to

Passenger action Airline action

No passengers volunteered to go on to
alternative flight
meal and drink giv
€50 voucher for th

All passengers moved on to flight on
next day
paid to each passe

n/a

Nearly all passengers agreed to wait,
but two wanted to cancel and get a
refund

Passenger claimed €2,000

compensation 10% discount voucher

Passenger made verbal report toclerk, ~ Passenger given €
but written claim received eight days
later

Passengers selected ra
alternative flight (thre

Hotel accommodat
transfers). In additio

Free drink given to a

Meals and refreshm

er

tion o r < - -nd

tionanda

pensa

e flight

100 compensation.
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L]
Customer care 6 I'mafraid__ —thecabindoors have been shut.
N 7 Sir, __thebarrier! If youdo, —
Care or control? call security.
8 Now,_ mycolleague at the airline desk
overthere, thatyougetonthenext

available flight.

e Language spot
Giving orders and stopping people doing

something
1 Look at the different language areas used in the table
below.
1 Atairports customers must be cared for, but they must Language (Givingan order/  (Stopping someone

also be controlled. Can you think of examples of where area instruction) doing something)
care and control are needed in an airport? ;

2 What are the safety or security risks in the cartoon?

3 What should the member of staff say to the passenger?

o o 1 Imperative Take off yourjacket! Don’t smoke here!
Listening
5 " 2 Canyou/ Canyou take Canyou please
Two more airport dlalogues could you? off yourjacket? not smoke here?
1 Workin pairs. What problems can passengers have at 3 I'msorry/ I'msorry,butyou’ll  I'msorry,butyou
airports (a) with their luggage, (b) if they arrive late? I'mafraid have totake off can't smoke here
your jacket. orI'm afraid thisisa

2 ( Listen totwo dialogues. no smoking area.

1 Inwhich dialogue is the airport employee showing

> i 4 Ifclause If you take off If youwant to
care and in which is she showing control? your jacket,we can  smoke, you'll have
2 Make notes on the problems. let you through.or togotothe i
3 What solution(s) is / are offered in each case? If you could just special area. i
take off your jacket. i

3 () Listen again. Complete the sentences. You may need

more than one word per space. 2 Which of the examples seem firm but polite, and which
1 to the oversized baggage desk - seem firm but direct? |
sometimesbagsgothere . ) ) ) )
B, 7 3 Find other examples in the listening script on p.136.
2 Yes,
R — fill i thieform sowe 4 Write similar sentences for these situations.
cantraceit? & P
Wait behind
4 Ifyou______ waitoverthere, this the yellow line
out

,but you . 2 |
» to Grammar reference p.12¢€
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Checklist

Assess your progress in this unit. Tick (V) the
statements which are true.

I can describe airport facilities and services

. I can respond politely to questions and

- requests

nderstand and participate in a variety
0 alogues

Pronunciation

When we deal with the public we usually want to
sound firm but polite.

rs and stop people doing

1 @y Listen and decide whether these sentences are (a)

firm but polite or (b) firm but too direct. _
Key words

Airport staff
baggage handler
cabin crew
ground crew
mechanic

5
o

Can you take off your jacket?

Can you take off your jacket?

I'm sorry, but you can’t smoke here.

I'm sorry, but you can’t smoke here.

If you could just take off your jacket.
If you could just take off your jacket.
I'm afraid this is a no-smoking area.
8 I'mafraid this is a no-smoking area.

N oV s W N e
i g o v v o )
B & ECECE R CED B

Airport places and procedures

aisle departure lounge
2 (9 Listen and repeat. Be firm but polite. baggage reclaim escalator
3 Trysayingthe following in a firm but polite voice. i mmigmtion
‘ bureau de change lost property
1 Canyou put your bag in the tray? clictorns passport contro
2 Ifyoucould take you watch off. departure gate security check
3 TI'msorry, but you can't take photos here.
4 I'mafraid you can't use your mobile here. Other nouns
boarding pass scales
= i limousine seatbelt
Speaklng passenger flow trolley
Controlling passengers Verb
land

1 Look at the situations. For each one, decide why it is
wrong, give a possible reason for the passengers

behaviour, and say what level of firmness is required. _

1 Passenger not waiting behind line at immigration Next stop
2 Passenger not wanting to take off shoes at security
check 1 Whatencounters have you had as a tourist
3 Passenger refusing to open suitcase at customs orvisitorin any of th
4 Passenger going through a door marked ‘Private’ agency,a touristinio
5 Think of another airport, a hotel,or when using a website?

2 Inpairs, role-play the situations. Passengers should be 2 Who did you meet?
insistent; employees should be firm but polite. 3 Howdid

the serv
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Job skills
Student A
Information Jamyang Shiwah Maria Sanchez
Nationality Tibetan ‘
Age 29 o -
Job ﬁounta\'ntourgmde
Qualities and skills Physically fit
Knows the mountains
Working hours Varies. 24 hours a day o
when on an expedition
Typical daily tasks Meets and greets the travellers; _7
guides them along the route;
looks after them;interprets
Things he / she enjoys The mountains, the outdoor life, N o
about the job meeting different people
Relaxing after work Plays music -
Own holidays - With his family in the city
Unit 2 p14 ‘ Top 10 Tourism Earners
\ |
The biggest spenders and the biggest earners ' | ?
Student A \ ‘
Top 10 Tourism Spenders
%Eion Country Expenditure
($ billion)
1 the USA 62.1
2 N Germany 481 é
3 the United Kingdom 36.4 é ‘
- Japan 35.6
5 Spain . 24.7 ‘ ‘
6 France 18.4 | i
7 Italy N 177 ‘ i
8 Austria 135 \
Canada 12.7
the Netherlands 1.3

- — Country




S

| ]
Describing a destination

Location and geographic features

e southern hemisphere

e between Atlantic and Indian Oceans

¢ 1%amillion square kilometres

e central plateau (or ‘veld’) with mountains to the
south and east

e dramatic coastline and many beaches

Climate
e warm, temperate, and dry

® 65% of the country has less than 50 ¢cm rainfall a year

Tourist attractions

¢ mountains and fabulous beaches

® vineyards

o wildlife reserves (e.g. Kruger National Park — 137
mammal species, 430 bird species)

e Cape Town — lively city life and culture

Other
e tourism is a major industry
e problem of rising crime in some parts

SEYCHELLES

Location and geographic features

¢ middle of Indian Ocean

e 1,500 km east of Africa

e 115islands

e capital is Victoria on island of Mahe

Climate

e tropical oceanic

e only small change in temperature throughout vear
e rainfall is low, especially in June, July, and August

Tourist attractions

e fabulous beaches (e.g. at Praslin)

¢ the climate

¢ unique flora and fauna, including the giant tortoise
e honeymoon island (‘paradise’)

Other
e economy relies on tourism
e tourism employs 30% of the workforce
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Talking to tour operators

Student A

box to answer your partner’s questions.

Tour feature  Tour:Beaches of Kerala (Southern India)

Tour area + Beach resort holiday

type

Air fares Not included. Client must organize
Transfers Transfers to and from airport on first and

last day included. Private minibus used

Meals Breakfast & evening meal. Breakfast &
lunch on day of departure

Hotels All hotels locally owned and managed
Maximum size = 24 rooms. All hotels
have private gardens and luxury-class
services, etc.

Groups Not accepted. Maximum 4 people per
(=7+people) booking.Nominimum

Discountfor  None
groups

Travel agent’s 10%
commission

Brochures Available next month for next season

Now change roles. You are the travel agent. Ask your
partner about culture and folklore tours to Mexico. Use
the ideas in the ‘Tour feature’ column of the box to
guide you.
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Unit5 p.42

S.uggesting alternatives and making a
recommendation

Student A

You are a sales consultant. Your partner is a customer.
Suggest alternatives from the box for the situation the
customer describes. Finish by recommending the best
option.

Suggestions

Situation1 Atrip tothe Pyramids and the Nile
A pass to the Formula 1race at Monaco
Abeginner’s course in scuba diving
[Your own suggestion]

Situation 2 Around-the-world flight
Asafariand beach package in Kenya
Acruise around the Caribbean
[Your own suggestion]

Situation3 Anoperatour of Germany and Italy

Atour of the Greek Islands
Atrip to Patagonia
[Your own suggestion]

Now you are the customer. Go into the travel agency
and ask for advice for each situation. Ask the sales
consultant for at least three alternatives for each
situation.

Situation 4 You and your friends have just left
university. You want to travel together around Canada

Situation 5 You want a family holiday for you and
your wife / husband and your two small children.

Situation 6 You want a very special holiday for your
parents who are about to celebrate their 25th wedding
anniversary.

Unit5 p.39

Investigating a client’s needs
Sales consultant

You are the travel agent. There are two customers
browsing in your agency. Go up to them and begin to
h rapport.Invite them to have a seat and then
1 questions to investigate their initial needs.
tes of what they want.

Unit4 p.35

Changes in tourist motivation

Student A

Survey A: What were the main reasons for your holiday
journey? (1986)

1
2

O 0 N Oy Vv Wb Ww

10

Switching off, relaxation

Getting away from everyday life,and having a
change of scene

Recovering strength

Experiencing nature

Having time for one another (friends or family)
Getting sunshine, escaping from bad weather
Being with other people, having company
Eating well

Having fun and entertainment -
Doing what I want, being free

Unit 10 p.89

Cultural differences

Don’t

Do
Don’t
Don’t

have long conversations in your own language in
front of hosts who don’t understand.

sit with your feet underneath you or cross-legged.
walk in front of an older person.

let a post or fence come between you if you are
walking with a Mongolian.

receive food or a gift from a Mongolian with both
hands.

point a knife in the direction of anyone.
turn your back on an altar or religious object.
take a sip or nibble of drink or food that is offered.

walk round inside a house or tent in a clockwise
direction.

take food from a plate with your left hand.
keep your hat on when entering a house or tent.
touch other people’s hats.

leave a small gift, other than money, for your
hosts.

take off your gloves before shaking hands.
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Givir.1g information about hotels

Student A

Home Hotels Resorts

The H10 Las Palmeras hotel is located in Playa de las
Americas, surrounded by generous subtropical gardens
with direct access to the seaside-promenade and only
15 km from the airport

Food & drink

In the hotel you can find the ‘Las Palmeras’ restaurant
where there is a buffet with show cooking, a Barbecue
Restaurant near the swimming pool, a Pool Bar, the ‘Big Ben’
Bar, which offers evening entertainment, a Piano Bar in the
Hall, and the ‘Ballena Bar’, a snack-bar near the beach

Unit 7 p.67

Taking a telephone booking

Caller1

guest name: Wei-Wei Lai

room type: single, smoking

contact telephone: 669 374 370 7713
arrival: Thursday 23

departure: Monday 27

credit card type: Visa

card holder’s name: Wei-Wei Lai
card number: 6381 8352 7497 6332
expiry date: 07/08

Caller 2

guest name: Regina Loreto

room type: double, non-smoking (at the back of the
hotel)

contact telephone: 0034 93 863 5569

arrival: Monday 13

departure: Friday 17

credit card type: American Express

card holder’s name: Regina Loreto

card number: 7400 6583 4545 4890

expiry date: 01/09

Sports & leisure

Pairwork 111

FAQ

The hotel has two swimming pools (one heated in winte
with a special section for children, three tennis courts, pin

pong, and billiards

Facilities & services

room ng rooms, and day and night-time
entertainment are also available in the hotel

Unit 8 p.71
Do you SWOT?

Student A

nternet corner, private parking, souvenir
tal, money exchange, room service, TV, games

transport and access - transport links with the rest of

the country are very good (S)
accommodation - already good and g

restaurants, etc. — good and varied but not

tourism yet (O)

local food - original and tasty but not we

nightlife and clubbing — not very
safe (W)

museums and art galleries — very good

inthe area (T)

D

activities for families —a very good range o

(s)
the weather - unpredic
marketing potential -
full potential (O)
marketing strategy - non
current advertising - only brochure
page (W
the image of the city — poor, and often
industry and contamination (W)

and a poor web

identified with
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Unit9 p.79
The air travel route map
Team A

Baggage: Personal possessions taken onto a plane by a
passenger, including checked and hand luggage

Connecting flight: A segment of a flight that requires a
passenger to change planes, but not change carriers

Direct flight: A flight that does not involve a change of
flight number

Fly-Drive package: A package that includes the cost of
both the flight and hire of a car at the destination

Hub: A central airport used as a connecting point to
direct passengers to their other destinations. Madrid
is the hub for the Spanish airline Iberia

Non-stop flight: A flight without any stops

Open-jaw trip: A return air ticket that allows you to fly
into a country at one airport, and leave the country
by adifferent airport

Return trip: an air journey that departs from and
arrives back at the same airport

Stopover: An interruption to a trip lasting twelve or
more hours

Terminal: The airport building that has all the facilities
for passengers that are arriving or departing

Unit 10 p.90

Escape and enlightenment holidays

Student A

RIO CALENTE

Unit 10 p.88

Questions on Antarctica
Student A

Ask B these questions. Make notes and ask for
clarification and more details if necessary.

1 Where do ships leave from?
2 Do we get achance to go ashore?

Answer B's questions using this information. Give as
much detail as possible.

NTARCTI
No documentation or visas are required to visit Antarctica,
but if your cruise stops off at other countries en route,
visas and documentation may be required for them.

A variety of passenger ships sail to Antarctica and the
choice of ship can make a big difference to your journey
and experiences.

Antarctic cruises aren't like other more well-known
cruises to warmer climates with discos and showbiz
entertainment, though the larger the ship, the more
likely there is to be entertainment provided.

What you will find is a number of very well informed
and experienced cruise guides working on the ship who i

. will give lectures on a regular basis about various |
aspects of Antarctic history and natural history. These
will also often be around to socialize in the evenings
along with some of the ship’s crew and captain.

Hot Springs - Spa and Nature Resort
Primavera, Mexico

Rio Caliente is a natural hot springs spa and retreat centre, only 45
minutes from the international airport of Guadalajara, Mexico.
Situated on the slopes of an ancient valley, it offers the natural beauty
of the forest and mountains and boasts @ perfed mountain climate.
Rio Caliente provides the ideal secluded location for the spa-goer
seeking rest, relaxation, and rejuvenation.

At Rio Caliente, you can enjoy daily yoga and water exercise, guided
nature hikes, soaks in hot mineral water, horseback excursions,
massage, aromatherapy, beauty and anti-aging treatments.

Recharge your spirit and your imagination. Recharge your body and
soul. Come to Rio Caliente!
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Now change roles. You are a customer

. meeting a traveller. Ask the information

The check-in and information desks clerk questions to find out about the

following

Student A )
Customer meeting traveller 1

Meeting: Ms Amanda French (business

&

You are a check-in clerk. Look at the departures board and seat
availibility notes and answer Student B’s questions.

contact)
Flig rom Auckland (NZ008?)
Note travelling first class

Customer meeting traveller 2
Meeting: Doris Marshall (your

grandr
Flight: UA
Note: Never flown before

other)

Customer meeting traveller 3

Meeting: Ko Miyuki and family
Flight: from London but not sure of number
Note: worried because you arrived I

REMINDERS: Customer meeting traveller 4
sk Check passenger has correct flight > Ask security questions Meeting: Thorsten Krebs from Germany
%k Check in luggage ¢ Give boarding pass and gate number Flight: VS019 from London

(hand luggage = one bag only) % Point out if flight is on time Note: needs to be at very important

meeting at 16.30

Top 10 Tourism Spenders
The biggest spenders and the biggest earners
Student B
Top 10 Tourism Earners
Position Country Receipts ($ billion)
1 the USA 85.2
2 Spain 36.4
§
3 France 33.4 =
2
4 Italy 275 o
5 the United Kingdom 23.1
6 Austria 18.0 1
7 Germany 16.3 |
8 China 16.2 |
9 Greece 13.1 |
\
10 Canada 10.8

Country
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Unitl2 p.103
The check-in and information desks

Student B

You are a passenger. Ask the check-in clerk about
departures and seat availability.

Passenger1

Flight: UA900 to Frankfurt
Preferred seat: window

Luggage: two bags as hand luggage

Passenger 2

Flight: KL605 to Amsterdam

Preferred seat: Window

Luggage: Very large suitcase

Passenger 3

Flight: DL8599 to Paris

Preferred seat: No preference, but two together
Luggage: One to check and one hand luggage each

Passenger 4

Flight: BA284

Preferred seat: No preference

Luggage: Hand luggage only (in a hurry to get to
appointment in London)

Now change roles. You are the information clerk. Look
at the arrivals board and answer Student A’s questions

Airport arrivals board

Time now is 14.30.

i~

Unit 3 p.23
Talking to tour operators
Student B

You are a travel agent. Ask the tour operator questions
about package holidays to the beaches of Kerala in
Southern India. Use the ideas in the ‘Tour feature’
column of the box below to guide you. k

Now change roles. You are the tour operator. Use the
information in the box to answer your partner’s
questions.

Tour feature  Tour: Mexico and its folklore guided tour

Tour area Culture and folklore circular tour from

+type Mexico City .

Air fares Tourist-class ticket included

Transfers Transfers to and from airport and all
transfers during tour included. Coaches
and local taxis used

Meals All meals included except on the two free
days when only breakfast included

Hotels Only luxury-class international hotels used

Groups Accepted

v (=12+people)

Discount for  7.5% for group 12-20 pax. 9% for groups
groups 20+ pax

Travel agent’s 9%
commission

Brochures Will send within 48 hours of receiving

address
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Unit5 p.42

Suggesting alternatives and making a
recommendation

Student B

You are a customer. Go into the travel agency and ask
for advice for each situation. Ask the sales consultant
for atleast three alternatives for each situation.

Situation1 You are looking for an incentive trip for
your company'’s best worker.

Situation 2 You are about to get married and are
looking for a place to go on your honeymoon.

Situation 3 You and your partner are about to retire
and want to celebrate with a special holiday.

Now you are the sales consultant and your partner is
the customer. Suggest alternatives from the box for the
situation the customer describes. Finish by
recommending the best option.

Situation4 Atourof Northern India including a visit to
the Taj Mahal
Aweekinaluxury spa
An eight-day cruise around the
Mediterranean
[Your own suggestion]

Situation5 A self-drive tourin a motor home
A Greyhound Coach Canada Pass
A pass for the Trans-Canadian railway
[Your own suggestion]

Situation6 Anapartment in a Mediterranean resort

Atrip to Disneyland

Aholiday in a family resort village like
CenterParcs

[Your own suggestion]

Unit5 p.39
Investigating a client’s needs
Customers

1 StudentsB & C

You and your partner are customers.

You are interested in an adventure holiday in South
America

You are not sure exactly where you want to go-
perhaps Peru, Chile, or Argentina.

You would like some time for independent travel

Youwould like to see some of the famous historical
monuments as well, like Machu Pichu in Peru

You've got three weeks in August

You'll be travelling with five other friends in a group

You don't want to spend very much money

You want to fly direct to South America-you don't
want to change planes anywhere outside Europe

2 StudentsC& A

You and your partner are customers

You are interested in a weekend break in a Eur
but you want something different - you've
Paris, Rome, Madrid, etc. already.

You are not sure exactly where you want to go—perhaps
one of the Baltic capitals (Tallin, Riga, or Vilnius
perhaps Warsaw or Berlin. You are not r

You would like a tour with guided excursior

You want free time to do some shopping

You don't really want to spend the whole time
at monuments

You've got four days any time in the spring

You'll be travelling with a friend

You want half-board and you want a bit of luxury - it's
a special occasion.

uq

3 StudentsA & B
You and your partner are customers
You are interested in a bez
You'd like to see Athens and a bit
monuments —that sort of thing
interested in relaxi:
You would quite like to d
try scuba diving, but not?
You've got tw
You want try
You want

valking

> that you can do your

travell with a friend

You want to hire a car and see the island.
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Unit 8 p.71
D; you SWOT?
Student B

transport and access - excellent for both domestic and
international arrivals (S)

accommodation - abundant but expensive and not
very good (W)

restaurants, etc. — varied, good food, interesting (S)

local food — world-famous (S)

nightlife and clubbing - really good but only local
people know about it (O)

museums and art galleries — not very attractive and
often closed (W)

activities for families — there aren’t many (W)

the weather — much too hot in summer. Rains all
winter. (T)

marketing potential - quite limited because most
tourists already know the city (T)

marketing strategy —a group of experts are preparing
anew strategy (O)

current advertising - the city only uses a limited
number of promotional techniques (O)

the image of the city - is often closely linked to other
cities in the area (T)

Unit 4 p.35

Changes in tourist motivation
Student B

Survey B: What were the main reasons for your holiday
journey?

[y

Going to places T haven't visited before
Meeting new and different people
Opportunities to increase one’s knowledge
Experiencing new and different lifestyles
Having fun, being entertained

Just relaxing

Escaping from the ordinary

Being together as a family

Trying new food

Talking about the trip after Ireturned home

O 0o NN VT b WN

=
o

Unit 10 p.90

Escape and enlightenment holidays

Student B

THE PILGRIMAGE ROUTE OF ST JAMES

Probably the most famous Christian pilgrimage route of
all is the medieval route to Santiago de Compostela in
northern Spain, burial place of St James. Pilgrimages

began in the 10th century.

We follow the whole route from Le Puy to Santiago in
ten stages. You can choose the section that passes
through the part of the country that interests you, and

you can start at any point along the route.

Your luggage is moved ahead each day, and you are
accommodated in comfortable small hotels and guest

houses with breakfast and dinner unless otherwise statec

Depart any day you like from 1 May to 30 October
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Unit 10 p.88 Unit9 p.79

L]
Questions on Antarctica The air travel route map
Student B Team B
Answer A’s questions using this information. Give as Air ticket: A contract between an air carrier and a
much detail as possible. passenger tt he passenger the right to
travel on specif

stter code that is used to
ial schedules and
1ple, is the carrier code for

4 Carrier code: A un
identify an airline ir
timetables. BA, for e
British Airways

Peninsula voyages generally depart from Ushuala in
Argentina. Other South American ports are occasionally used.

For trips to the Ross region and [;I'fxstcm Antarctica, Code sharing: An agreermer

commonly used ports are Hobart in Australia, and Auckland that allows the ﬁlt cerrier e

in New Zealand. an aircraft operated by the sec

Departures sometimes set out from Cape Town and Port First class: The best service and hig

Elizabeth in South Africa, and Fremantle / Perth in an airline )
Australia. Frequent flyer program: A programme offered by

One of the main rules that will affect your visit is that only airlines that gives frequent travellers point are

valid for free or discounted travel in the futu

Gateway airport: An airport that is the main

100 passengers at any one time may be landed in any one

place in Antarctica. This is to help preserve the fragile

ecosystem. If you are on a small ship of up to 100 passengers, point to a particular region or country

Overbooking: The strategy airlines use of selling more
seats than are available on the plane

RTW trip: An air ticket that allows a passeng
round the world, stopping in at least th
continents, but always travelling eith

Scheduled airline: An airline that offers

1 Doweneedavisa? that depart and arrive at published times

2 What are the ships like? Transit: Passengers who are waiting to changes planes

e atahub airport
Unit 7 p.62

Giving information about hotels

then you get a chance to go ashore every time. If the ship is
larger, then there will be less opportunity for landings.

Ask A these questions. Make notes and ask for
clarification and more details if necessary.

Student B
Home Hotels Booking [ ET S
HOTEL FACILITIES
This modern hotel in the city centre, styled for — General Services Bus
the international business traveller’s needs. is o Dry Cleaning/ Laundry Service o M g F
3 ) O s T olk Q . e —_—
within walking distance of the city’s busy o 24-Hour Front Desl ¢ analo
: 3 9 . o y o Safety |)t‘]u)\l1 Boxes o Int t a SS
fairground and the financial district with its . X
. o Lett Luggage / Storage Facilities o Black & White photocopying
characteristic skvscrapers, and offers guests - . .
) e Cots/Cribs e Faxsenvice
free use of all Frankfurt public transport « Restaurani < TV & Video hire

including the return trip to the airport. e Lounge/ Bar
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Unit 10 p.90

Escape and enlightenment holidays

Student C

Yoga and Meditation

Dhanakosais a Buddhlst Meditation,

activities like yoga, t'ai chi, h|k|ng,
and shiatsu. Dhanakosasits by the
shores of Loch Violand is surrounded
by the ma-gn'rﬁcehtiinoun'tains'and

Dhanakosa Buddhist Retreat

Retreats are an 1d€atsH n
i : at yourself
0

teachers. Thi ean help you develop
clarity, confidence, energy, and
posmve emotuon These refreats

Yoga and meditation: In these
retreats the yoga work is presented
as an important part of meditation
practice. The classes are taught from
basic principles and can be enjoyed
by people'with any level of
experience.

Book early as these retreats arevery

Job skills

Student B

Information Jamyang Shiwah Maria Sanchez 7
Nationality Mexican

Age 25

Job

Qualities and skills

Working hours

Typical daily tasks

Things he / she enjoys
about the job

Relaxing after work

aays

Children’s activity organizer in Cancun Mexico

Friendly and patient
Good with children

8.00t012.00 and 16.00 to 20.00

Organizes games and activities;
takes children on trips; supervises meal times;
babysitting

Working with children, being in a holiday resort

Reading orsleeping, sometimes dancing

Visits friends in Mexico and the US




Grammar reference 119

Grammar reference

1 Modal verbs, Verbs + -ing form
or the infinitive, Present Simple
and Present Continuous

Modal verbs

Modal verbs are special verbs that we use to talk about
necessity, obligation, ability, and possibility. The most
common are: have to, need to, must, can, cou
might, should, and ought to.

Id, may,

Modal verbs are followed by the infinitive. With the
exception of have to and need to, they are not formed in
the same way as ordinary verbs

Positive

[/You/He/She/It/We/They can start work

immediately.

= subject + can + infinitive
NOT He can ¢e start work immediately
Negative

I/You/He/She/It/We/They cannot(can’t) start

work immediately.

= subject + can’t + infinitive
NOT | dentean start work immediately.

Questions

Can [/you/he/she/it/we/they startwork
immediately?

= Can + subject + infinitive
NOT Beyeu-can start work immediately?

The negative forms of other modals are must not
(mustn’t), could not (couldn't), may not, might not
(mightn't), should not (shouldn't), and ought not to
(oughtn’t to).

Have to and need to are formed in the same way as the
verbs have and need.

She has to be flexible.

We don’t have to work long hours.

Do Ineed to wear a uniform?

Verbs + -ing form or the infinitive

Some verbs and expressions are followed by the -ing
form or a noun. These include be good at, dislike, enjoy,
feel confident about, like.

Iam good at making people relax.

Other verbs and expressions are followed by the
infinitive. These include be able to, be willing to, can,.
have to (= it is necessary to), know how to.

We are willing to work long hours.

Note that some verbs can be followed by to + infinitive
or -ing form, with no change in meaning. These
include: begin, continue, dislike, intend, like, love, prefer,
start.

She likes working independently.
She likes to work independently. 3
Present Simple + adverbs of frequency
Positive

[/You/We/They provide

good service.

He/She /It provides good service.

= subject + infinitive
Negative
[/You/We/They donot(don’t) understand the

language

He/She /It doesnot(doesn’t) understandthe

language
= subject + do / does + not + infinitive
Questions
Do [/you/we/they have aprivate bathroom?
Does he/she/it have a private bathroom?
= Do/ Does + subject + infinitive

Be careful with the he / she

NOT He prewide good service

NOT She den+ understand the language

We use the Present Simple to talk about thin
always true.

gsthatare

A tour operator organizes the
holiday.

rent parts of a
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We can use the Present Simple + an adverb of

frgquency to talk about habitual actions in the present.

[usually finish work at 5 p.m.

To talk about a temporary activity or arrangement in
the present we use the Present Continuous.

Present Continuous

Positive

I am working
You/We/They are working.
He/She /It is  working.

=subject + am/is/are +-ing form

Negative
I amnot (I'mnot) working.
You/We/They arenot(aren’'t) working.
He /She/1t isnot (isn’t) working.

=subject + am /is /are + not +-ing form

Questions
Am I working?
Are  you/we/they working?
Is he /she /it working?

=Am/Is/Are +subject + -ing form

There are some verbs which cannot be used in the
Present Continuous. These are have (= possess), and
thinking and feeling verbs such as dislike, hate, know,
like, love, remember, want.

I hate my new job.

NOT [4-heting my new job.

2 Describing features and
resources, Present Simple
Passive

Describing features and resources
We often use the Present Simple to describe features
and resources.

New Zealand lies in the South Pacific Ocean.
It consists of two islands.

W

The islands are very green. There are many beautiful
flowers
The extreme north has got a subtropical climate.

Note: consist + of + noun.

Remember that we use There is + singular or
uncountable nouns and There are + plural nouns.

When describing a location we can use verbs such as be
or lie. However, it is also very common to use the
Present Simple Passive.

Present Simple Passive
Positive
in the South Pacific Ocean.

New Zealand islocated

=subject + am /is / are + past participle
Negative
inthe South

New Zealand isnot (isn’t) located

Pacific Ocean.
= subject +am /is/are + not + past participle
Questions

Is New Zealand located inthe South Pacific Ocean?

=Am/Is/Are+subject + past participle

t consists of two islands.

NOT H-s-eonsisted of two islands.

The Balearic islands are located between Spain and
North Africa
NOT The Balearic islands leeate between Spain and
North Africa.

Other verbs like be located are be situated and be found.

Mount Etna is found in Sicily.
The main harbour is situated on the west coast.

The verbs lie, consist, and have got are not used in the
Passive

Present Simple questions,
Prepositions of time w
Questions 1
We usually make Present Simple questions with do / doe

a brochure?

Do vyou have

= Do/ Does + subject + infinitive. |




We usually answer Yes or No to these questions.

With®ome verbs, questions are not formed with Do /
Does. These include the verbs be, can, and have got.

Is thehotel nearthesea?

= Present Simple of be + subject

Can you give meadiscount?

Can + subject + infinitive

Have you got abrochure?

= Present Simple of have + subject + got

Note that it is possible to say both Do you have? and
Have you got?

Question words

Sometimes we begin a question with a question word
when we want specific information. The most common
are: who, what, which, where, when, how, and why.

When does the tour begin?
How can I help you?

What and which can be followed by a noun.

What class of hotel do you use?

Other question words are how much, how many, how
often, how soon, how far, and how long.

How much does the tour cost?

Prepositions of time

We often use the prepositions in, at, on, and for to talk
about time.

in parts of days, months, seasons, years
in the morning, in the afternoon
in March
in winter
in 2007
to say how soon something is going to happen
The tour will start in two weeks.

at times of the day, mealtimes
at8a.m., at4p.m.
at midnight, at dawn
at breakfast, at lunch
also: at night, at the weekend, at Easter

on days of the week, special days, dates
on Sunday, on Saturday afternoon
on Christmas Eve, on my birthday

on 7 June
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for totalk about how long something will last
Ne will stavin Barcel
We will stay in Barcelona for two days / for a long
time / for a shc

rrtime.

Giving reasons, describing
trends
Reasons

There are several ways of g
something: beca

ving areason for

se, because of, to, for, in case

Sity reunion

I'm in London because I'm going to a
because + subject + verb

The flight was delayed because of fc
because of + noun

We went to Berlin for my sister’s w
for+noun

They're in New York to attend a conference
to + infinitive

In case refers to areason that might happen
We're leaving early in case there are delays
(= because there might be delays)

These expressions are often used in response to the
following types of questions

Why are you travelling to Madrid?
What'’s the reason for the delay?
What’s the purpose of the supplement?

Describing trends

We can describe current and past trends by using
different tenses

Present Continuous describes a current trend.
People aretaking more diverse holidays

= subject +is/are +-ing

Present Perfect describes a trend that began in the past
and which continues up to the present

Independent holidays have become m
= subject + has / have + past participle

Past Simple describes a trend that ¢

The country’s revenue from tourism increased.

= subject + past form
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[tis common to use a time phrase with the different
tenies to show what period of time we are referring to.
These often go at the beginning of the sentence

Present Continuous nowadays, today

Present Perfect since + past point in time, so far,

up to now

Past Simple dates, periods of time in the past

Nowadays, fewer people are using travel agents.

Since 1999, the number of holidays booked online has
increased each year.

Between 1985 and 1998, Spain’s revenue from package
tourism dropped.

Adverbs of degree

We often use an adverb of degree to show how quickly

or slowly trends develop. These include:

slowly / gradually / steadily = strongly /sharply /
dramatically

Online bookings have increased dramatically over the
past five years.

Open and closed questions,
Suggestions and advice

Questions

Closed questions can be replied to with yes or no. They
generally begin with a form of the verb be or an
auxiliary verb such as do, can, or have.

Can she stay for longer than two weeks? Yes, she can. /

No, she can't.

Yes,Ido./
No,Idon't.

Do you often go on package holidays?

= auxiliary verb + subject + main verb

Note that it is more usual in English to reply to a closed
question with a short answer, rather than a simple yes
or no.

Open questions are used when we want information.
They begin with question words such as where, who,
what, which, when, why, whose, how. Other question
words beginning with how are:

how long (= time)

how far (= distance)

en (= frequency)

nuch / many (= quantity)

T\

How did you travel here? By train./Itravelled here

by train.

at 10 o'clock. /T arrived
at 10 o'clock.

When did you arrive?

= question word + did + main verb

Suggestions and advice

There are several ways of making suggestions and
offering advice.

You should +infinitive You should try the Best of
Australia tour.

Why don’t you take the
full-board option?

You could look for
information on the

Internet.

Whydon'tyou + infinitive

You could +infinitive

IfIwere you,Id +infinitive IfIwereyou,I'dtravelin
the spring

Your best option is to hire
acar.

Your best option +infinitive
is to

How about
Have you
thought about +-ing

How about going by bus?
Have you thought about
going by bus?

+-ing

Comparatives, Describing a
timetable
Comparatives

Look at the table below.

Adjective Comparing Comparing
two things more than two
things
One syllable +-er,-est cheap cheaper
the cheapest
One syllable +-1,-st large larger
endingin-e the largest
One syllable duplicate big bigger
ending in one consonant +-er the biggest

+ one consonant

Note: we do not duplicate w.



Two syllables replace ywith  easy easier

endMhginy i+-er the easiest

Two syllables +more /most  famous
more famous

the most famous

Irregular adjectives good Dbetter
the best
bad worse
the worst
far farther/
further
the farthest / the
furthest

Other ways of making comparisons are
(not)as...as  Abus is notas convenient as a taxi.
less + adjective + than  The trains are less frequent

now than in the morning.

Describing a timetable

The simplest way of describing a timetable is to use the
Present Simple and a time or place phrase.

Thetrain departs at9.00.
= subject + present simple + phrase

A phrase can consist of

a preposition of time, e.g., at midnight, in the morning,
on Tuesdays

a preposition of place, e.g., from platform one, in the
main square, at the bus stop

We use verbs such as leave, depart, arrive, run, operate,
take.

The ferry takes one hour and thirty minutes.

To describe special rules or instructions on timetables,

a passive formis often used e.g., may / can / may not /
must / must not + be + past participle

Baggage must not be left unattended.
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7 Describing location

Describing location

We use certain prepositions to describe where things
and people are. These include at, in, on, between, near
(to), and next to

at  forabuilding or an address
Many people stay at our campsite.
The guesthouse is located at 12 Northumberland
Avenue.

in  foraspecific street, town, or country, and the
countryside in general
The hotel is in Northumberland Avenue.
I'd prefer to stay somewhere in the countryside

on forrivers,the coast, famous streets, and floprs of a
building
I'm staying at a hotel on Fifth Avenue
Our room is on the seventh floor.

Note that both in and at can be used for buildings. In
generally refers to a position inside, while at su
the function of the building.

He’s at the gym. (= he is doing exercise)
He's in the gym. (= his location is inside the gym
In, at,and on are used in many other expressions t

describe location, which need to be learnt indiv
e.g.inthe middle, at home, on the top

Between means in the middle of two things

The gymnasium is between the car p
swimming pool.

Opposite means on the other side to a person, building

or other object.

My hotel is opposite the station

NOT My hotel is eppesiteto the station

Near (to) means not very far from something
someone

I'd prefer to be near (to) the fir

Next tomeans at the side of somet g me
[ am standing next to the conference ce
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8 Verb patterns, Superlatives
L}
Verb patterns
There are several types of verb patterns:

verb + object
provide, offer

The hotel provided a
questionnaire for each guest.

verb + to + infinitive
be prepared to,
hope to, need to

The company is prepared to
invest heavily.

We are hoping to attract a lot
more customers.

The hotel needs to develop a
leisure programme.

verb + object + to
+ infinitive
give, send, ask, tell

We asked him to write a report.

verb + object
+ infinitive
let, make

Let your customers know about
changes to your services.

The hotel made him pay a single
supplement.

Superlatives

When we are comparing more than two things, we use
the superlative form. Compare the rules for formation
of the comparative and the superlative.

Adjective Comparative Superlative
One syllable +-er,-est cheap cheaper
the cheapest
One syllable +-7,-st large larger
endingin-e thelargest
One syllable duplicate big bigger

ending inone consonant +-er the biggest

+one consonant

Note: we do not duplicate w.

Two syllables replace ywith  easy easier
endinginy I+-er the easiest
Two syllables +more/ most  famous more

famous

the most famous

Irregular adjectives good better
the best

bad worse
the worst

far farther/
further

the farthest /.

the furthest

Italy’s tourism campaign was judged to be the best.

The highest number of people voted for New York’s
campaign

All the campaigns highlighted the most interesting and
unusual aspects of the country.

In the same way that less is the opposite of more, most
is the opposite of least. :

The least successful campaign was also the most
innovative.

Like or dislike, Polite questions
Like or dislike

There are several ways of talking about things that we ]
like or dislike.

Strongly like really love

love

really like

like

prefer

quite like

don’t mind

don't like / dislike

really don't like

hate w

really hate

Neutral

Strongly dislike

All these expressions take the same structure: verb +
ing or verb + noun.

I'really hate queuing at the check-in. /I really hate the
check-in

She doesn’t mind waiting in the departure lounge.

Do you like landing?

Note that mind can only take verb +-ing.




Grammar reference 125

1C

Polite questions

] ; i
We usually make questions with an auxiliary verb and
amain verb.

Can you answer a few questions?

= auxiliary verb + subject + main verb

Where do you work?

= question word + auxiliary verb + subject + main verb

We can make questions more polite by phrasing them
in a less direct way:.

Would you mind +-ing  Would you mind telling me
what you do?

Could you give me a few
minutes of your time?

Can I ask you where you work?

Could you + infinitive
CanIask you +indirect
question

Note the difference between a direct and an indirect
question.

Direct question

Where do you work?

= question word + auxiliary + subject + infinitive
Indirect question

(Can you tell me) where you work?

= question word + subject + infinitive

Talking about experience,
Describing service provision
Talking about experience

We often use the Past Simple and the Present Perfect to
talk about experience.

Past Simple
Positive

I enjoyed the tour.

= subject + past form
Negative
Ididn't see the Northern Lights.

= subject + did not (didn’t) + infinitive

Questions Short answers
Did you visit the famous Ice Hotel?  Yes,Idid.
No,Ididn’t.

= Did + subject + infinitive

We use the Past Simple to talk about something that
happened on a particular occasion in the past. We often
use time expressions with the Past Simple. )

They found a mu
I'tried windsurfir

travel company.

1g last year
Present Perfect
Positive

Thave tried white-water rafting.

=subject + have / has + past participle

Negative

Ihaven’t found a suitable company.

= subject + have / has not + past participle
Short answers

Questions

Have you visited the famous market? Yes, [ have

No,Thaven't
= Have / has + subject + past participle
We use the Present Perfect to talk about things that
have happened to us at some point in our lives. It is

generally notimportant when these happened because
the Present Perfect focuses on the experience itself

I've climbed Costa Rica’s highest peak

When talking about experiences, we oft
with questions in the Present Perfect to mean
time in your life’.

Have you ever visited Machu Picchu?  No,I've never

been there

Describing service provision

We can use several tense
the services that are a

Present Simple

Verbs such as offer and provide are a better choice than

have, while boast is often used in persuasive styles of
text

New York offers a wide range of attractions to suit all
tastes

Costa Rica boasts fantastic wildlife.
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can

You%an + infinitive describes a range of possibilities
You can learn about the Hindu religion and see the last
unspoilt place in the world.

Present Simple Passive

We can use verbs such as present, provide, and offer in
this form.

Many opportunities are provided to learn about the
important ecological work in the area.

Imperative

This is another structure that is often used in
persuasive texts, as it addresses the reader directly.
Book now for the thrill of a lifetime!

111f sentences

If sentences

We use if to describe actions or situations that are
conditional on other events. The if clause describes the
condition, while the main clause describes the action
or consequence.

Ifyou require a special diet, please let us know.

We can talk about conditions in the past, present, or
future

Condition

If + Present Simple, Present Continuous, Present Perfect

If you are travelling alone, you may have to pay a
surcharge for your room

Note that we don’t use will after if.
NOT If you w#H require a special diet, please let us know.
Consequence

Present Simple, imperative, can, will, may, might, must,
should

If you decide to stay for longer than a month, we will
offer a discount.

[t is not always necessary to begin the sentence with
the if clause.

We will offer a 50% refund if you cancel your holiday.

Note that there is no comma between the two parts of
the sentence when ifis in the second part of the
sentence.

12 Responses and orders

Responding politely to questions and
requests

When responding politely to requests and questions,
we often give expanded answers rather than simply
saying yes or no.

Could you help me? Yes, of course.
Do you know if the train is on time? Yes, I think so.
Has the plane left? Yes, I'm afraid it has.

We often begin a refusal or other negative resp-onsc
with an apology.

Do you know where the nearest chemist is? No, sorry. I
don’t know the area very well.

Have you got a pen? No,I'm sorry, haven't.

Couldn't you upgrade me? I'm afraid not. The flight’s
full.

Giving orders and stopping people doing
something

Seme orders are more direct, and therefore less polite.
Some are indirect and therefore more polite. However,
alot will depend on the tone of voice used to give the
order

Imperative

The imperative takes the infinitive form.In the
negative, Do not or Don’t come before the infinitive.
This is the most direct way of giving an order.
Fasten your seltbeats.

Don’t smoke in this area.

Please + imperative

Please + imperative is more polite than the imperative
on its own, but still rather official

Please take your jacket off.
Don’t use your mobile, please.




Can / Could you... ? + infinitive

-~ L : . x
Canisrelatively informal, and is often used with please,

while could is generally more polite than can.

Can you wait behind the yellow line (please)?
Could you fill in this form?

I’'msorry / ’m afraid

It is polite to apologize when stopping someone from
doing something.

I'mafraid this is a non-smoking area.

I'msorry, you can't take photographs here.

If clause

An if clause can be used to ask someone to do
something. Ifis often followed by the Present Simple or
could. This is the most polite form of instruction

If you could just take a few moments to fill in this form.
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Listening scripts

Unit1 Listening

Three jobs

1

Ilike the job.Tlike being the front line, the
first point of contact. I think I'm quite good at
lealing with people.1know how to smile,
although sometimes ona bad day, it's hard.I
gu tasksIdoar neifI'm
honest - check in arrivals, hand out room
keys, process enquiries and reservations, that
kind of thing. I work shifts, which can be a
drag.Tusually start at six in the morning,
which is OK because I get off nice and early,
but then occasionally I do the late turn and I
don’t finish till after midnight - this week I'm
doing the late shift.

ae

eabitro

There’s alw
For example, 1

1ys something different going on

had a group fromJapan
arrive yesterday and they were so polite and
nice and pleased to be here. They're visiting
the Snoopy Museum in Santa Rosa today and
were so excited about it. 'm waiting for them
to come back, soI can see how they all got on
2
Istarted here about two years ago. As the
manager, I'm mainly in the back office. Idon’t
deal directly with the public at the desk.On a
typical day,I'm on the phone and the email
most of the time. I start the day by checking my
email, and that sets the agenda for the first part
of the morning atleast.Thave to talk tolocal
businesses, hotels, tour companies, to check
that we're providing the service they want, that
we're stocking their brochures and soon. I also
arrange presentations,and I get invited toalot
of social events to network and talk about
tourist information services in the city. I'm
working on a big presentation for some Italian
clients at the moment

3
This is my second season. A lot of reps only
survive one season, because it's very
demanding work et paidalot and
we only get one day off a week
more confident about things this time. 1
couldnt do the job all year, but a
onlyl hree months, it's OK. We work very
ong hours, especially on changeover days
take the guests who are going home to

rport at six in the morning, and bring

wedon't
feel alot

the season

k the new group. We then have to get

sort out any problems —and
re problems! - and do the
Soloften don't finish until
on changeover day

ople and on the whole

vith pe

ome of them can be

(e]e

hough I never show it of

omer is always right!

Unit 1 Pronunciation

agent pilot

attendant attractions

calm

manager
catering

Unit 2 Pronunciation
R et e R S S

Russia London China
Madrid Italy Japan
France Mexico

Paris Tokyo

Unit 2 Listening

Where do tourists go?
Exercise 3

a We had a total of 19,000 visitors last year
he population is 80 million

The average age of visitors to the m

>um

15 30.5 years

d Ittakesabout 15 minutes to get to the airport
Exercise 4

19 90 18 80
Exercise 6

OK,I'm going to tell you the top ten tot
destinations in the world
European country —ca

wrist
he top countryis a

you guess which? To
make it more interesting for yéul'm goingto
start at the bottom with the tenth place,
where we have Germany, which had a total of
19 million tourist visi 1

styear.In ninth
ich had 20 million
visitors. Then there are two countries

place, we have Canada

together in seventh place: Mexico and Russia,

hwith 21 million. In sixth place comes the
United Kingdom with 25 million visitors

in fifth place, and the highest Asian

country —any ideas which one? (Japan?)
not Japan.It’s China with 31 million. In .
place, we have Italy: 41 million; third is Spain
with 48 million. Which leave
United Statesint
you like, with 51 million
charts, by along way, is

Ther

»:the

e silver medal position
And top of the
h75
million tourist visitors. Did anyone guess
right?

France wit

o ; .
Unit 2 Listening
EEEEEsseeTeseses e
Favourite places
I=Interviewer, L=Liz, R=Regula, V=Valery

I Liz,howdoyouliketos
L Well,I'me

d your holidays?

acherinLondon and I think

=

]

I

Unit 3 Listening
B
Why choose a package holiday?

I=Interviewer, H=Helga

I

H

because I work with people all the time, I
just want to escape when I'm on holiday.
So, most years I rent a remote cottage in
the Borders, just inside Scotland. It’s a long
way from anywhere. It's got spectacular
views, but the only building you can see is
anold ruined castle, and that's five miles
away.

Sowhat do you do there?

Lots of walking through the hills. Or

sometimes I drive over to the east where

you've got the dramatic coastline of
Northumberland. It’s still unspoilt. No one
can get hold of me. The cottage doesn't
even have electricity, so there’s no phone,

no TV,and the mobile doesn't get reception,
unless you climb the hill at the back of the
cottage, but that’s 600 metres —so it's got to
be areal emergency!

Sounds great. What about you, Regula
what’s your favourite destination?
Isuppose you could say that Andreas —
that's my boyfriend - and I collect cities.

These days with cheap flights, it's almost
cheaper than staying in Zurich. We go
away for long weekends about five or six
times a year. We've been to Vienna,
Budapest, and Prague this year already.
love art galleries and walking through the
streets of the ancient city. You get a feel for
the cultural heritage of a place. But my
favourite place at the moment has got to
be Barcelona

Ilove the Gaudi architecture
and of course the delicious food. I think it's
the complete city. It's also the place where
Andreas and I went for our first holiday, so
it's got happy memories for us

And finally, Valery. Where do you spend
your holidays?

Usually, I go to the Mediterranean. My
father has a villa on Cyprus—my parents
go there for a relaxing break, but it’s not so
interesting for me. Ilike to go to clubs w
my friends, meet girls, dance,and drink a
few beers.Ithink the best place is Ibiza.I'v
been there for two summers and it's a good
scene with exciting nightlife and lively
bars.Idon't go for the sun.Ithink there are

too many crowded beaches. Last year, I
stayed on for the season since | gotajobir
That was cool! Maybe I'll go back th

summer
Thanks everyone

Helga, what would you say were the
advantages of a package holiday?
Well, I think the most obvious advant




is the saving in cost. Package holidays are
cheaper than the same holiday bought
n*.de_ﬁe:wden:lv We're tour operators,and

so we're buying in bulk, and we buy in

dvance - sometimes as much as two years
in at we get
good prices for airline seats, for hotel
rooms, foraccommodation in general, and
for other services. The independent

dvance —and this means tt

traveller simply cannot get prices as good
asours. So yes, ['d say the low cost is the
most important advantage
Arethere any other advantages
H Well, yes, there are. Another important
advantage of the package holiday is that

you know how much the holiday will cost

before you've left home. The
accommodation, transport, transfers, a lot
allthis isincluded in the
price.In fact, we call it an all-inclus I
—the only other money you will spend is
buying souvenirs, drinks, or small things
like that. With a family, where the r -
they have might be limited, you know
much the holiday’s going to cost you
before you leave home

of excursions

I Canyou give me one more reason for
taking a package holiday?

H Well, another thing ist
organized by professiona

hat it's been
So, as tour

operators we've been to the destination
e’'ve confirmed that the hotel meets our
standards and we've checked with local

V

guides
I Sothisme
problems

ans that youwon thave any

you canrelax,and

H Yes,you're on holiday with nothing to
worry about. And if you do have a problem,
there's a rep, a representative of our

company, onsite. So if you have any
problems, there’s somebody who speaks
your language that you can go to and this
person will find a solution to your problem
And this also produces peace of mind

Unit 3 Listening
foe e e ]

The ‘Peace in Burma’ tour

I=Interviewer, B=Begona

I What are the features of Burma that

interest people from Europe?

B It's very peaceful. That's an important

ature. Burma doesn’t have a lot of
tourists compared to Vietnam, Cambodia
especially compared to Thailand

I What else does Burma offer?

B There are very good beaches and we are

starting to have very good hotels also
I orare there

mainly beach tourism

cultural attractions that people are going
to Burma tosee?

B Well, cultural attractions are the most
common reason for visiting Burma

nyou give us details of what
gs people see?
s. We always

tart with Yangon or
s the capital of Burma. We

ich

Rangoon, w
re overnight the first night and the

1t, when we enter and leave the
country. And we always visit Bagan. B
is full of termples. It has more tha

last nig

5

2,00

i(,‘mp](‘\ SO our groups always :Y_Lly there
hey getto see alot of the

temples. Also they can rent a bicycle, they
1i

three nights, and

can go by horse-drawn carriage anc

very interesting place. You godown
the river in Bagan too, and that’s very nice
I Where do you go after Bagan?

B After Bagan the second place we gotois

Lake Inle, which is also amazing. We do alot
of trekking by Inle ¢ Isointhe
one hour away

to the floating markets

mountai
bycar.Andweg

there—people al at. And then we

move to Mandalay,

he middle of
the country and is very traditi
go to the school of Buddt
Mandalay.

Wow. That sounds interesting!

And we

sm, alsoir

Mandalay'’s lovely. And the

to the beach. We use Ngapali be
have to fly from Yangon or Mandalay to
Thandwe, and then to Ngapali
there two nights, and the beach is very,

very beautiful

I Isitdifficult to persuade peaple togoto
Burma?

B Alittle. The thing is that we find that
people don’t know anything about Burma
They are very scared, so we try to teach
them, we try to tell them where it is
located, that it's a very saf

e place, and we
are like teachers with them, because
don’t know what itis

they

Unit 3 Pronunciation

Exercise 2

accept agent local travel
Exercise 3
brochure

commission

discount inclusive

domestic package

holiday
include

(\’,JIY'}JO’H,‘H

pr oviaers

customer transfers

Reasons for travel and money
spent on travel

For British tourists, like most cot
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leisure tourism is the main reason for travel
ith 53% travelling for this reason. Visiting
friends and relatives, VFR, is the next biggest
with 32%. Business tourism is
latively smallat 11%

When we look at the money spent on travel
ritish tourists, the order is slightly

1re tourism accounts for 70% of
re, then business travel at 16%.
travellers who are visiting

sand

I relatives, not surprisingly

perhaps, spend less money and this is only

Unit 4 Lic

Passenger survey

1

A C

B Certai .

A We're ting information to help us
monitor pass I nts

OK
Canle re you are from?
We're from Pakistan

And where are you going?
To Mecca

Is that for a pilgrimage?
That's right. We're going the
Holy Shrine of the Prophet
I've been to Mecca m:

WrwWwrtwWwr w

the first time for my
excited

A Isee.And how lon
stay?

B We'll probably stay fo
because we want tod
as well afterwards
OK, thanks very much. T hope it

e

A
B Thankyou
2
A

Hello,madam

survey to help t

wonder if I could ask y
C Allright
A Where are
C Bangkok, T




130 Listening scripts

1ank you, and good luck

Great. T
[]

> w >N

Excuse me, have you got time to answer a
few quick questions?

[think so

o

A CanTIstart by asking where you've
travelled from this morning and where
you're going to?
m from London and I drove here this

I'm off to New Yotk

morning

A And what's the reason for your trip?

D It's my brother's wedding and I'm his best
man!

A Averyimportant job. Does he live in New

York?
D Yes, he wi few years agotostarta
oftware company -he’s been very successful
A How long are you stayir
11, probably four days, but I've got an
return in case they
t longer. You never know ... was that
the New York flight they just called?
A I'mnot sure.V don't youcheck? I
haven't got any more questions
D OK, thanks!

re

kmetostayon

A Canlask yousome questions for a survey
we're doing?

E Yes, of course

A Have you just come in on the Madrid flight?

E Yes but we started in Buenos Aires. We are
from Argentina, but we had to fly to
Madrid beca

fl

Where are you going to?

To London.

Why are you visiting London?

We are gc n for a study

four weeks. We are learning En

A Apart fromlearning English, do you have
any other reasons to be here, any oth

1se there were no dir

MM

ng to Lond

sh

things you want to do?
E Yes we
excursions to famous plac

have alot of day trips and
s,and we want

cotland to see the Edinburgh

We want to do sightseeing, but not

htseeing, we are here because we
yout the culture, and not
only because of the famous sights

Unit 4 Pronunciation
B e ]
Exercise 1

Russia China Germany

Exercise 3

pac K.i[:(—‘
passenger
pilgrimage

religious

Unit 4 Listening
R
Interview with a Kenyan tour
operator

I=Interviewer, J=John Muhoho

and

I John,tell us alittle about yourself
how you started working in tourism.
J I'm39yearsol
tourismin 1994,
Geography and Po

Istarted working in

er finishing a degree in

cal Scienceatt
University of Nairobi.Istarted my

company, CKC Tours in 2000 with some
friends
I What do you enjoy most about the job?

] Meeting a:

s many different people as
possible.I'm able to understand them, I'm
able to understand their culture, and of

course I'm able to get some money!
I Doyou get people from all over the wor
J Yes,I people right now because of the

Internet. Our generate
we have registered with

business bec 3 e
s, like Google and

several search engin
Yahoo.It's abl
over the world

7e us business from all

I Doesmosto:
the Internet?

J Notexactly, but a good portion of it -
maybe 25%

I InKenya,istourismregarded as a
industry to work in?

your busine through

od

J Yes,it's the biggest.It's a very important
industry. ¢

So,why should I come to Ke

—

Kenya offers a diverse range of interests for
visitors. We have 300 kilometres of coast,

with some lovely long beaches. There are
coral reefs, and sv

imming in the sea is safe

sharks and sea creatures. That’s one
,that’s the beach holiday. Then Kenya
is famous for safaris. There are 45
parks, where c

national

nts can come and visit
and see exotic animals like flamingos -
there are about two million of them. You

1iking in the hills and
moun s.There is the culture a

hasthe Ma

pect,

camels, where people can ju
camel ride. In a nutshell, I can say
Kenya is a wonderful place for
come. Kenyan people
people

are very friendly

Unit 5 Listening
R R
Allin a day’s work

1
Hi.I'mtaking a year off when I finish my

studies and I want rld
I'm told there are round-the-world tickets,
and I wanted a bit of i

ogoaround the v

rmation about

Friday midday. Depart Monday morning. Oh,

and non-smoking

3

Hello.I wonder if you can help us. We want to
go to Mexico to see the Aztec ruins, but we're

a little nervous. We don’t speak Spanish, you

see. And at our age we don't want {po much
adventure

4

Hi. Can you tell me what [ need for
Kazakhstan? Will I be OK with US dollars?
AndIsupposeIneed a visz
5

Hi. We booked with you last week to go to
Orlando - you know, Disney and all that. But
bit worried about it.Imean

o

we're ju
something happens while we're there.I'm
not saying an accident, but anybody can fall
il

. s .

Unit 5 Listening

feo e s s e S p e s

A new customer

T=Travel agent, K=Karl, A=Anita

T Hello.CanTIhelp you?

K Hello. Yes. We want to go to Australia

T Australia? OK.Have a seat and we'll see
what we cando

A Thanks. Our daughter’s there and we v
to gooutand do a bit of travelling with

T So,were you thinking about a packa

tour, perhaps?
K Well, we were, but the problem is that

Nicki’s already out there. mean, there

not much point p

ying an airfare f

A We haven'treally gota lot of money f
this /

K We just want to travel around out tt
with her, you know.

T Soyou'd prefer to do things on you

Be free to move around in your ow
Yes!
You want something not too exper
No.

but you want to book your fli
on before you go?

HRAE R




K Yes, that'srig hatdo you think? V
shoul
T Well, p1ob
outtoAu

once you're tl

bly your best option is to travel
aindependently, and then
cal

re, take a tour run by al
tour operator. W
the way?

A InMelbourne

T Ah,that"
from there. And when exactly did you

ere is your daughter, by

great. There's loads you can do

nt to travel?
A Well,ideally on the 20th of July. We can't
reall 1

Yy goany e.

T And what about your stay? He

v long

would you want to be away?

rould be nice

tostaylo
Three week

dat

days there at the begir

used to the time differ

T Goodidea.It's a big diff
shock for the body clock. So, let’s see ... it's
Mrand Mrs...?

A Chodkiewicz

T And have you booked with us before, by
any chance?

A Wet

en't actually. We were passing and

T That'sno problem, Mrs Chodkiewicz
justtosee if we had you on the computer
at might inter

Now, what have we got t
you...

Unit 5 Listening
R PR
Presenting a product

T ... what have we got that might
you... Hmm, let's see
of things that I can think of straight away
Of course, a lot depends on what you're
intere
have anything in mind?
I'd like to see Ayers Rock

.thereareac

ted in doing in Australia. Did you

I'wantto go to the Great Barrier Reef

Ah.They're quite along way apart

AHPRA

Yes, we saw that —we were loc

t's big!
worry. Melbourne is a good base

and if [ can just yw you this. This

company special

>y have two in Aus

andt
should think about, inm
hen by
hen you fly to Darwin
inthe north, and then to Cairns. That
:wwn\y(:‘ulm[h'E;Mi:ivsvemt‘l\atvou\“i:mt

train to Ayers Rock

Is everything included?
T Everything Theflights,

he train, the
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hotels? And all the me

and you can take

hotels
board optior

Transport systems and cable cars
in San Francisco

with all the meals. But if I
were you,I'd take h

1form
we the fun of
unch eact

That’s a good idea! ariety of transit opt

rmation on ferry crossings ir

teendays di

1. Forinformation on

That's right
Hmm.I
leave much time in Melbourne
A No

Well then, why don’t you think about the

AR P

5 a bit long, perhaps. It doesn't

—

Australia’s Best tour? That's only thirteen on on the world-famc

any other informat

aays

Here we are. It’s like the last one but

»ach tours, and

you go direct from Melbourne to Alice

I an operator

You have chosen option 4. San Fran
storic cable ¢
1873.They provid

/e been runnir

nunusual and

H R H P>

And Sydney. And as I said, it’s

so you'll have more tim

urne Ness, Powell

Mason, and Pov
cable carsrun from6 a.m 1
throu

harder thanIthought

plicated
T Look, why dor

Sunday. At

t you leave your ¢
withmeandI'll}
dinourt

act approximately eve

detai on the T'ickets can be bo

lave a loo

t chure

n find anything else foryou. T
can come in some time next

K OK

Could you g

upa file fory

the carat$3fo

transferable. Specia
p

the stops indicated with

s are available. You c

-

JIVE mMe your name

u? '

and take great care wher
Chodkiewicz. Anita Chodkiewicz

Could I ask you to spell that?
Yes,it's C-H-O-D

C-H-O-D

Unit 6 Listenin

g

=

A cruise ship worker

e é & i R A2 -
Unit 5 Pronunciation
ErETsesrssesoseTRTeETE
AB,C,D,EFGH,LJKLMNOPQRSTU
VWX, Y,Z

[started out as a junior

staurant of a f

horough traini

including silver s

Unit 6 Pronunciation
ot ST e e S s

Exercise 1

ic
trair

Exercise 4 off, with
harbou and c1
ride [ € e afte DU
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0 ashore at every port. We're not
d to mix with the passengers off duty

use any passenger facilities. But we have
got our own social facilities, all food and
accommodation is free,and the social life on
board is amazing

Unit 7 Listening

i~
b s
Aplace to stay
1

Hi, Ineed a room for tonight ... No, just
myself ... That's right. Just for tonight .
You've only got doubles? No singles? ... No,
Mm, OK.I'll take it, I
guess. Thank you very much

2

Hello.Is that Sea View? ... Do you have a room
for two for tonight and tomorrow? ... Yes, a
double or a twin. Either would be perfect. Is
the bathroom en-suite?... Awashbasin and
shower is fine ... Oh, supper would be

no. Non-smoking

wonderful. That saves us going back out

again... Davidson... Yes, OK. We'll see you
this evening, then
3

Hello.I've been looking at your website and
I'm ringing to see if you would have a space
for a family of five - that’s my wife and me,
and our children? ... No, all in the same tent.
It's a standard tent. A frame tent, I think you
say ... Electricity? No... no,wedon't... No,
actually ... Imean, to tell you the truth, we'd
like not to be near the shower block. As far
away as possible in fact ... For two weeks
fromJuly 22nd ... A deposit of 15%? OK. How
shouldIsend that?

Unit 7 Listening
= e e e TR s s SR e )

Taking areservation by telephone

R=Receptionist, C=Caller

R The Hadrian Hotel, Sara speaking. Can I
help you?

C Hi.Would you have a room for next week?

For next week, madam? When would that

be exactly?

From the 12th to the 15th

And would that be a single room?

it's for me and my daughter.

d you prefer a twin or two singles?

-

Y please.

1g or non-smoking?

TN TN OmNH ™NO

N1, Non SIﬂDKlUg”

N

se.l'll just check

can dothat. What

nameis it, please?
Steinmetz. Barbara Steinmetz
Could you spell that, please?
Yes, it's S- N-M-E-T-Z

I-N-M-E-T-Z
That’s right
We need you to confirm this, Ms Steinmetz
By fax or email. Or you can give us your
credit c
Credit card is easiest
Could you give me the number of the card?
Justamoment... Yes,it's 49 double 2 6481
6262 double 3 83
Sothat’s 49 double 2 6481 6262 double 3 83
Yes, that’s it
Is that Visa, Mis Steinmetz?
No, it's Mastercard
And what’s the name on the card, please?

AN XN XN

ard details

N

-

N

My own name. It's my name

AN NAOINOX

OK. And could you just tell me the expiry

date?

C Itexpires August 2008

R That'’s fine then, Ms Steinmetz. Your
reservation number is H-A-D, 280, 6 double
5,double 03

C double 5,double 03

R CouldIask youto use this if you

modify or cancel your booking?
Yes, of course
R And we look forward to seeing you on the
12th. Thank you for calling
Thank you. Goodbye
R Goodbye

(o]

(]

e e LB _i's
Unit 7 Pronuntiation
e e e
CanTIhelp you?

Would that be a single room?
Would you prefer a twin
ortwo singles?

2 $r 8 e

Unit 8 Listening
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Analysing your product

I=Interviewer, J=Jean

I Jean,what would you say the strengths of
the NewcastleGateshead product are?

J Twould say we have three main strengths,
the strongest of w

ichis the people the

live here. They're very proud of their
origins,and of the North-east,and they
show it to the visitors. Another strength is
the place because we're surrounded by
wonderful countrysi

nd areas that are
very beautiful

I And your third strer

J Athird strength is tt
very vibrant citi
of Newcastle -t and th
around Grey Street, and on the Gateshead

Unit 8 Listening
FEESRTE T
Promotion in tourism

I

side we've got some fabulous new
attractions such as the Gateshead
Millennium Bridge and the Baltic. An
excellent product showing the old and the
new together

And you've got the Sage, of course

We've got the new Sage Gateshead, which
is a home to music, musical discovery,and
education, too

OK, fantastic. How about opportunities for
the city? For the cities! '

For the cities. Well, we call
NewcastleGateshead a destination. Our
airport has grown massively over the

last
eighteen months. That gives us many
opportunities to speak to new markets, to
bring people from outside the UK into
NewcastleGateshead

Athreat?

We have a threat with regard to the
perception that people have of the North
east. They see the area as quite an
industrial place, which in reality itisn’t at
all, sowe do have to change that
perception

Right

So the perceptions in the UK, I would say is
our main threat

A major weakness?

A major weakness? Well, all the other cities
in the UK, such as Bristol and Birmingharn
and Manchester, all these cities are using
the same product concept, which is the
vibrant European city. And it’s all very
much the same offer, so that’s a major
weakness

Any other weaknesses?

Another weakness would be the number
of hotel rooms we have. If you think about
the city of Glasgow in Scotland, they have
got fifteen thousand bedrooms in the city
We have just over five thousand, so it's very
difficult because sometimes the hotels are
full, so that’s a difficult problem for us

But that’s a weakness which is the result
so many people wanting to
NewcastleGateshead, isn't it? Imean, it’

weakness because of your success in
marketing, surely?

Yes, it is really

Well, that'’s a nice weakness!

Jean, can you tell me about the conne
between marketing and promotior
Well, promotion is one of the four Ps of
what we call the marketing mix
The four Ps?

Yes, the four Ps. Product, in other w
what you're offering. Price, which is h




much it’s going to cost. Place, which is
more about where you

1show the product
to the Mient tha

ut where the holiday
itself actually happens. And number four
promotion

Which is your area, if I'm not mistaken?
That's right

So, tell us a little bit about promotions, then
Well, the idea of promotion is to sell your
product. But the interesting parti
nd the answer begins
with awareness, with making the

— e

fow

do we do this?

customer aware that the product exists

I Sopromotion is making customers aware?

—

Yes, but it’s also about creating a demand
And then of course, another of
promotion is to make customers

understand that your product is better

than other similar products

I Sowe know why we use promotion, but

v do you

how does promotion work? 1
cre

ate ademand, for example?

J Well, creating a demand is a question of
promotional techniques

I Youmean advertising?

] Yes. Advertising is one of the thin

in promotion, but it's not the only
technique. Apart from advertising
know, magazines, TV, the media in ger
—there’s also PR. That's short for Public
Relations. This could be an article ina
newspaper or magazine. An arti

publicity, though it’s never really free!
I Sowe've got advertising and PR.Is there
anything else?
J Yes, there's what we call direct marketing
I Youmean going straight to the customer?

J Yes.The provider—that could be a tour

operator with a package holiday, or an
airline with a special offer —the provider
contacts the customer directly, usually by
mailing information and news directly to
the customers on their database

I Andisthatemailing, or do you use normal
post?

] Alotof small tour operators use email, but
for most big companies, direct marketing
is letters through your door

I Any other promotional techniques?

J There’s also personal selling. Now that does
need an intermediary, because personal
selling is a travel agent sitting with a client
And it's knowing who you spoke to last
week and what they want. Personal selling’s
your smile.It's the human touch

Unit 8 Pronunciation
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advertise improve strengths
ancient innovative threats
campaign marketing weaknesses

identify picturesque

Unit 9 Take of
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1t? Well, for the passer

Atypical flig

whole process begins on arriving
airport. Check-in first

tre tertha

y

through security cont
question of sitting around waiting fo
flight to be called. Boarding next — which
the first time we come in
though o
hile by tt
on, doors shut, push o
then we're ta

> contact with t

passengers, a ourse, we 've beer

onboard fora 1. Last pas

nthe finger, and
rds the runway for
take-off. A lot of people get nervous just

before take-off, but it's overin s

iing tov

conds and

suddenly we're up, we're in the air, we're
flying. Speed 550 k

33,000 feet, way above

m an hour, cruising at

Wonderful

The ups and downs of flying

1

T

ctually love travelling to the airport, driving
ause it's usually that
moment when you're getting

to the airport, be

work, and it’s just

pleasa

AndIdon’t mindlanding

le

me.[know a lot of pe
and of course it’s muct
-done landing, but it doesn’t bother me
2 t

Ireally don't like checking in.It's very rare

thatyoudon't have tostand in along qu

eue,
mtobean

and that there don't
complications

And Ireally don't like embarking when you
haven't got a seat number - goin

airplane and putting up with people pushing
around and trying to get to their seat, and not
being able to sit with whoever you're
travelling with. So, no, I much prefer
companies that give you seats

3

Idon’t mind going through security if there
isn'talong queue, but I hate it when it
happens in places like London. Some of the
London airports have several hundred people

inthe queue, and event
fast, I really dislike that

ough they go quite

1

justrising in the air suddenly. I really Ic

feeling of leaving theland ¢ therean

But I hate the delays. This is somet!

well a

connections, and being in the airport a

ng that

missing

has happened alottor

really hate that
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\

n't mind waiting to embark 1usually
tolook around, or I take a book
iread, and itdoesn’t bother me too much

prefer window

ats.Ilove having a window
you can s

e anew place, some
ou haven't seen bef Butifit'sa
'tha

seen before, and it does

hing special in it,Ilike an aisle sea

or lug 2. It's one of the

. DDU TKT
DI TTT NTT
) T DHT

Low-cost or traditional?
I=Interviewer, M=Martin Stanton

I Martin
couple
M Of course not.
I CouldIaskyout
M Quite often. On
Sometimes twice

1youmind ar

stions about air travel?

e away.

ofter

[ Youtravelon Cc

you if you use low
M Isometimes use t

airlines more
I Doesitboth
carrier?
M No, not especi Basically \ its
bestforag
I Which do you pre
traditional?
M Inthe air there isr
There's more |

airline, perh

them. And 1

advance. hate t} ef
aircraft

What ab

M Well, with tra

needtoche y. B

ge. Plus the

ook ng seems easier
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Y inlies 1or some reasor

th budget cc
But would you say that for the business
r the traditional airlines are still

1, definitely. And Idon't see tha

That's OK. A plea

Unit 10 Listening

At the trade fair
M=Mariana,J=Jurgita

“ng"}d\; lite like
s myself

be good —-diving

Rica:youcan

1biking

M There's also a great trip to Cost

1active volcanoes. You could also do
horse riding and stay on a working cattle
ranct
Sounds good. I think we should
recommend a feature on Co Rica

Agreed.V aboute
[ liked the Antarctica se

There are some f

at

There was a great cruise

pservet

and work alongside some

of the I)t’:\]'it* down there

to preserve the ecosysten

ted to have a section on
enment’. There are the
healt}

agoodonein!

Good. Then we wan

1pe and e

resorts or course -

AT Spa anc

there wat 2Xxico I saw

I alsoliked t} »—‘1 to the Seven
Holy Cities of India
OK, let’s go for UH —itwould!?

> Costa Ricaand /

1 good

contrast t

Antz
ally, cultural tourism

1 France staying on
ning how to cook with

\d fitting in with

sot a lot of information

te recommendat

the

. Did you

<Imanz

Unit 10 Listening
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Interview with a mountaineer

I=Interviewer, M=Mountaineer

I When did you start mountain climbir

eight, jus
really. Then

th a friend and
climbed the same mountains when we

were th

d there
nathere

1 WETE V ) ( 1
to the Troll Wall
eny
organize an expe 10 1T
yourself?
ps in Europe w \ ind

we often do it ourse

I Hmm

ompany

How did you find g suitable

you look forina

Te
LC

>r. Then there's the

You want them to provide the services you

need, but witt take on

all the servi

eXperie

food and lodging

nountain

thetic 6,400
her mountair

example Pic munismat 7,4
gh,butIdidn't gett top. But

few summits around
)-metre mark. In fact the last one
ntt

I Haveyoueverb
M Who hasn't?! Yeah

nountaineer who hasn't bee

frightened?

of course. Thereisn'ta
nscared at
If someone says they've never
htened,

Have you ever thought of gi

some time

been fri they're Iy

ving up

M Well, I've given up on individual summits

Pic Communism, one in Bolivia, too

though I've never had a
ve los

in accidents. That was the

I've had acciden

bad accident. And t friends who've

been killed
worst moment. That hurts for along time
ButI'd never give up mountaineering. I

Some of

couldn st momen

my happie

have been on big mountains, on the top
with fr ck at base camp

enjoying what you did. Fant: !

ends, or

Unit 10 Pronunciation

Unit 11 Listening

Taking a booking

T =Travel agent, S=Susan Venables
T Hi.Canl
S Yes.Wev

thinki

help you?

re here last

ve

ing about a holiday ir

lic. And yo lL\l‘r‘L&1 1is broc M.’r

need some mor
S No
the Playa

relp?
ie our mind up. We thot

1ed the best for

A wt of our clients go there

'vern

Tropical seernr
T Mm. Good

You've ma

get a fe own and we can n
the b
OK

Could you

tell me

your first name, p

OK.And couldyou g

H w0 n

> your contact

your postal address, a daytimet

numoer

and an evening number

64 Br

Yes, it’ idge Lane, Lazenthorpe
I tv 2’and a fina
That's right - L-A-Z-E-N
OK.And a tele

number
t torir

CY.*«”iw>n“‘ e74

v wn g n

Er.It's probably easie

T 7 double
address

). Youdon't have ane

too? {
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otmall.com
T .d r'at hotmail

vo of you

lot com.OK

vell, that's good to know

Anyway, here’s your ticket,and let’s just go

Buenos Aires return, leaving

S a good memory! The 21st of different peopl N August 12th on flight AC094. Departir
to the 11th of October isan American

e 11th of the 10th

in 1959. But Amac

t. Then there's your return
t AC093.Depart
Toronto 06.35

al cost. Mm, thi

d or half board? &

fboard

thereany

C There'’s Galileo,an

That includes taxes, fees, and surcha

And it is refundable?

(%]

- w - w

T re are 25%a One hundred per cent refunda Mr
any problems. There shouldn't be. No, look, er.It's only about Bordoni. If you don't go, you don't pay.
it's come through stra way. Play. b Isaid, you can change the dates of
Tropical b o hours before t

8 od. That's lovely ) kn ! od. That's gr youb

TS ou leave me the deposit we car lirectly

confirm the booking I
S How muchisit?

T £120 per person. So that

> a proau

ays, KLM, Swissair,and A

of you

n pay that by

f course.If you give it tome, I'll just

|

Listening
C

S And when do we pay the rest? 1 did read it

1 the conditior

An airport worker

efore GDSs St I=Interviewer, A=Ali Ghoshal

here? So, this is your copy of the king

orm.No 1 P > &
s 5 Unit 11 Pronunciation

Ali, what doe:

> -

u'll getar

here were to be

them, anc

- finish same planned
mistakes, let me know, and I'll time written ) outgoing flight
for you. OK? ) may cannot will I How many people work in t ean
S Lovely. Thanks very much for your he standard cancel right A H‘t‘ll‘\\i(l\"‘ll[‘(\.ﬁ fus.Three
T My sure. And we're he s R technicians like rorking
price pay :

you need
That

1T

sreat. Bye, then happen n

- »n

Unit 11 Listening

Unit 11 Listening
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The origins of CRSs
I=Interviewer, C=Clemen

I

Handing over tickets

I What qualifications dc

T=Travel agent, B=Mr Bordoni A Istudied engineering at university

ave an Airc

T

C Well, the firs
when American Airlines and IBM decided

work toge on a computer-based T
reservation system. The result was known B
he Semi-Automatic Business Researct T

Environment, which is quite a mouthful, so

ck there

minimum time
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flight's gone and there are no

ems, that’s it. And being partofa
te nd working to a deadline

I Andleast?

A The noise pollution, and

dirt and oil
and grease. But I can live with that

I So,you're happy in your job?

A Yes,andIget free air travel which helps
1

A

Do you have any plans for the future?
y Y
tsure I want to do this forever.I'm

I'n

taking more engineering qualifications
and I'd like to become a certified engineer
eventually

I Well, good luck, and thanks.

Unit 12 List

Two airport dialogues

Conversation A

A Could you help me? I'm trying to find out if
aflight has arrived or not

B Certainly. Are you meeting

A Yes, my brother. He was due in on UA19

"

from Atlanta. Has it arrived yet

omeone?

B Yes,ithas. Let me check the status. Here it
is. It arrived an hour ago. He should be
coming through Gate G about now.

A Ri I'll go there. Gate G, you say?

B Yes,orifhe’snotat Gate G,
point

A That's agood idea. Can you tell me where
the meeting point is?

try the meeting

B Yes, of course.It’s just over there, next to
the newsagent's

A Thanks for your help

B You're welcome

Conversation B

C Hello.CanThave your passport and ticket?

D Hereyou are

C Thank you. Ar
today?

you checking in any bags

D Just this one. The other's hand luggage
C Canyou putitonthe scales? Thanks. Did
you pack it yourself?

D Yes,Idid

C Has anyone interfered with yourluggage
inany way?

D No, they haven't

C Areyou carrying any sharp objec

ail scissors?

D No,I'm not. Erm. Can you tell me if there
are any window seats available?

C No,I'mafraid there aren’t. The flight's very
full. Would you like an aisle seat?

D Yes, that'lld

C OK.Her

boardin
Have a nice f
D Thank you

Unit 12 Lis

Two more airport dialogues

Conversation A

u could helpme.Iw
flight AZ402 and my su
through yet

B Flight AZ402
by now. Go ov

se hasn't come

desk —sometimes bags ¢

mistake.
AT

ve

ve already done th
ry bad, you know. Tt

never h.iz)p(,‘ﬂ((“ tome
B Yes,Iunderstand. OK,
the baggage people
anything left belc
youstarttofillint
it? What does the bag look like?
A It’s a small brown leather suit

eantime, can

[
his form, so we cantrace

case witha
my
snes g(ﬂl\;:

blue ribbon on it. 'm a bit concerne
sister's meeting me and I know
to be getting worried

B OK,I'll puta message through to the staff
in arrivals. What'

A Esther Morgan

B Thank you.Right. If you just wait over
there, we'll sort this out

your sister's name?

Conversation B
C Excuse me,sir.I'm sorry, but you can’t go
through there

w]

Why not? We're going to miss the flight

otherwise

C I'mafraid you're too late - the cabin doors
have been shut

D Butlcan see the door. Surely they can let
us in—we're only five minutes late

C I'mafraid that's not possible. Once the

doors have been shut, no one can go

on

D That's ridiculous! What are we supry

osed to

do? It's your stupid security procedures
that made us late in the first place. We're
going through anyway. Come on

Sir,do not go through the barrier! If you do,
I'll have to call security

D Hmm

C Thank you, sir. Now, if you see my

N

colleague at the airline desk over there,

she'll make sure that you get on the next
available flight. You may not have to wait
long —there’s another flight in an hour or

o)

D OK

& - g
Unit 12 Pronunciation
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Exercise 1

1 Canyoutake off yourjacket?

2 Canyou take off your jacket?

3 I'msorry, but you can’t smoke here.

4 TI'msorry,but you can't smoke here

5 Ifyoucould just take off your jacket

6 If you could just take off your jacket.

7 I'mafraid this is a nosmoking area

8 I'mafraid thisis a no-smoking area

Exercise 3

1 Canyou take off your jacket?

2 If you could just take off your jacket
3 TI'msorry, but you can’t smoke here

I'mafraid this is a no-smoking area
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Glossary

4
Vowels
® Jeien push advice o
ferry - crew out -
shift evaluate unspoilt
seatbelt budget here
bag service airline
market carrier tour
holiday day trip
form code
Consonants
pilot fare hostel -
baggage visa marina
take-off theme park runway S
direct there long-haul
cabin | sea land
gate visit room
check-in ship yoga
jet leisure waiter
abbreviation nashort authentic adjnatural and sleep in and a meal the next morr
form of a phrase, word, etc real; like real life in private houses and small hotels
advantage n a detail awareness n the fact of benefit na helpful and
useful effect that something has

that makes a product, for example a
holiday, better than similar products

advertise vtotell the public
about a product or service in order to
encourage people to buy or use it

advice nsuggestions to
somebody about what they could or
should do

air conditioning na
system that cools and dries the air in
a building or car air conditioned adj

airticket naticket to travel
inaplane

aisle nthe passage between rows
of seatsinaplane

ancient adj veryold

apartment naset of
rooms used for holidays

aromatherapy nthe

use of sweet-smelling natural oils to
control pain or to encourage
relaxation

knowing that something, for
example a particular company or
product, exists

baggage n personal
possessions taken onto a plane by a
passenger,including checked
luggage and hand luggage

baggage handler
n a person whose job is to load
passengers'luggage on to and off
planes

baggage reclaim n
the place at an airport where you
collect your luggage after your flight

balance nanamount of
money still owed after some
payment has been made

barrier nanobject likea
fence that stops people from going
into a particular area

bed and breakfast
naservice that provides aroom to

boarding pass / boarding card

that airline passengers are
when they checkin, that shows their
flight and seat number, etc.,and
that they show before to
the plane

brochure nafree
magazine that g
aboutacompany's
services

browse vtolookatd

parts of a magazine, the Inte

etc.,, hoping to find sometn that
nterests you

budget n1.the amount of
money that you have to spend on

adj 2.cheap
budget airline
airline that is cheaper than most

nan
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airlines,and that usually offers a
more basic service

bureau de change
[a:nd3 nanofficeinan airport,
etc., where you can exchange
foreign currency

business tourism
ntravel that is done for business
reasons, for example in order to
attend meetings, conferences, and
trade fairs

cabin ' kiaebin/nasmallroominaship
or boat,where a passenger sleeps

cabincrew / kichin kru: nthe people
whose job is to take care of
passengerson aplane

cablecar / keibl kai(r) naform of
publictransport using carriages that
are pulled along rails by moving
cables

campaign 'k pein naseries of
planned activities with a particular
aim, for example to encourage
people tovisit a place or to buy
something

campsite | kiempsait' naplace where
people on holiday can put up their
tents, park their caravan, camper,
etc., often with toilets, water, etc.

cancel / kiensl/ vto decide that you no
longer want to do what you have
arranged to do, forexample goon a
holiday

cancellation
decision that you no longer want to
do what you have arranged to do, for
example goon a holiday

carnival ' ka:nivl na public festival
with lively music and dancing in the
streets

carriage | kwrid3 naseparate section
of atrain,tram, or similar form of
publictransport

carriercode ' kierio kood/ naseries of
numbers that identify a particular
airline

catering / keitorin/ nthe work of
providing food and drinks for people

cathedral ko Oi:drol' nalargechurch
that is the mostimportantoneina

bjoarao da

biznas 1oarizom

kansaleiln/na

cattleranch / kctl ramt|/ navery
large farm, especially in the US or
Australia, where cows are kept

charterflight ' (Ja:1o [lait naflight
which a travel company pays forand
then sells seats to its customers,
especially as part of a package holiday

check-in clerk
person who works for an airline,
who checks passengers’tickets and
passports when they arrive at the
airport, takes their luggage, and
gives them a boarding card

chef /|cl” na person whose job is to
cook food in a restaurant, hotel, etc.

client / klaiont/ na person who uses
the services of acompany

climate / klaimit' nthe normal
pattern of weather conditionsin a
particular place

coastline / koostlain/ nthe land along
a coast, next to the sea

commission ko mi|n nanamount of
money that is paid to somebody for
selling something, that increases
with the amount they sell

concrete / konkri:t/nahard, grey
building material

conductor /kon dakia(r) na person
whose job is collect passengers’
faresona bus, train, etc.

conference ' konlorons/ nalarge
official meeting, often lasting
several days, for members of an
organization or company to discuss
subjects related to their work

conference facilities
[ s1lotiz nthe rooms, equipment,
services, etc. that are necessary for
holding a conference

confirm /kon [3:m/ vto check or to
announce that something will
definitely happen as originally
planned

connecting flight ko nckuny (Tait na
segment of a flight that requires a
passenger to change planes, but not
change carriers

conservation ' konso veifn nthe
protection of the natural
environment

tfek mm kla:k/na

konlarans

contact details / kontakt di:teilz/n
your email address and phone
number, and possibly your home
address, fax number, etc.

convince 'kon vins/vto make
somebody believe something so
that they feel confident

cottage ' kntid3 nasmall house,
especially in the country "

country house
large, expensive house in the
country

countryside / kantrisaid/ nland
outside towns and cities, with fields,
woods, etc.

CRS, computerized reservation system

stz a:res/ /kam pju:taraizd

rezo verfn  sistam/ n a system for
booking a hotel room, a flight, etc.
onthe Internet

cruise ship /' kru:z [ip/ nalarge boat
that carries passengers to different
places as part of a holiday

customs /'kastomz nthe place atan
airport where your bags are checked
asyou come into a country

daytrip /'dei trip natouror
excursion that leaves in the morning
and returns the same evening

delay /'di'lciz/ naperiod of time where
you have to wait

departuregate ‘di'pa:t[ageitna
numbered area in an airport where
passengers get on their plane

departure lounge 'di'pa:t|o laonds n
anareainan airport where
passengers wait before getting on
their plane

deposit details /di'pozit dizteilz na
record of the amount of money that
a customer has paid as the first part
of alarger payment

desert /'dczat/ nalarge area of land
that has very little water and very
few plants growing on it

destination / destiner(n/naplace

kantri haos/na

that people travel to, for example or
holiday

develop /di'velap vio think of a new
product and work on it so that it w
be successful




direct dial telephone i ekt dail n
a telgphone that allows you to call
somebody directly without having
to speak to receptionora
switchboard first

direct flight ‘dui rekt Ml naflight
that does not involve changing
planes

direct selling 'dai rekt 'selig/ nthe
practice of selling products and
services directly to the public,
without using shops, agents, etc.

diving 'davin nthe activity of
swimming under the surface of the
sea, a lake, etc.

domestic o mestik adjoperating
inside its own country

domestictourism o mestik
"tuarizom/ n the activity of people
taking holidays in their own country

ecotourism / i:kao "toarizom/n
tourism designed so that the
tourists damage the environment as
little as possible, especially when
some of the money they pay is used
to protect the local environment
andanimals

emissions !‘my\j.\w n gases that are
sent out into the air

enlightenment 1n'laitonmnt na
deeper understanding of life,
especially of feelings and beliefs
outside the physical world

enormous 1 10:119s adj very big

en-suite (facilities)
{5'silo117/ adj (of a bedroom) having
a private bathroom joined on

escalator /'cskolcita(r) n moving
stairs that carry people between
different floors of a large building

establish /1'st:ebli|/ vto form or create
something for the first time

evaluate 1 vieljucit vtomakea
judgement, for example about how
successful something is, after
thinking about it carefully

excursion /1ks ka:fn’'nashort journey
for pleasure that is organized fora
group of people

expectation ' ckspek'teifn na belief
about what something will or

DN SwWiil

should be like, for example a product

expedition
organized journey toa place that
not many people go to because it is
difficult to get to

expenditure ks pendit[a(r) nthe
amount of money that a person or
company spends

fam trip, familiarization trip
trip/ /1 miljarat zeifn trip/ navisit
organized by an airline or tourist
resort, etc., where tour operators
and journalists can get to know the
facilities and services offered

fare /[co(r)/ nthe money that you pay
totravel by plane, train, taxi, etc.

feature / [i:1[o(r)/ none of the details
that describes a particular product
orservice

ferry /'lcri/ naboat that carries
passengers between two points of
land, between two islands, etc.

five-star / [wiv sta:(r) adj (used
about a hotel) of the highest quality

flight attendant '[Tail o tendont na
person whose job is to serve and
take care of passengerson a plane

fly-drive holiday inhider
na package that includes the cost of
both the flight and hire of a car at
the destination

foreign currency
the notes and coins that are used as
money in another country

gastronomic / gwstra'nomik/ adj
connected with cooking and eating
good food

GDS, global distribution system = )

ekspa'difn/nan

fiem

: ; |
Har drarny

[oran karansi/n

u:in
sislom/ n a very large system that
allows you to book hotels, flights,
etc.in different parts of the world on
the Internet

ground crew (1ol nthe
people at an airport whose job is to
take care of planes while they are on
the ground

guarantee vtomakea
firm, official promise that
something will or will not happen

guard /ga:d/napersonwhoisin

di; es/ / glaobl disti

d kru

gaeran 't
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charge of a train and travels with it,
but does not drive it

guest house / gest huaos nasmall
hotel, usually run by the person or
family that owns it

harbour /'ha:ba(r) naplace on the
coast where ships can be tied up,
that is protected from the sea and
bad weather )

health farm  hclO [a:m/naplace
where you can stay for a short
period of time in order to try to
improve your health by eating
special food, doing physical exercise,
efc;

heritage ‘heritids/ nthe traditions,
culture,and history of a place

high-rise 'hai 117/ adj (used about a
building) very tall, with many floors

hillwalking "hil wo:kin nthe activity
of going for long walks in the hills
for pleasure

historic monument
‘monjumoant’ nafamous building,
column, statue, etc. that has special
historical importance

hostel /'hpstal nabuilding that
provides cheap accommodation,
often in rooms with several beds,
and meals for travellers

hovercraft / hovokra:[t navehicle
that travels just above the surface of
water or land, held up by air being
forced downwards

identify /a1'dentifai/ vto find out or
discover what something is

immigration / 1m1'qgrei|n/ nthe place
atanairport where the passports
and other documents of people
cominginto a country are checked

hi storr

improve /1m'pru:yv vto make
something better
inadvance / in od'va:ns/ adv before

the time when something will
happen, be used, etc.

inbulk /in 'balk/ advin large quantities
and usually at a reduced price

inbound tourism
‘toarizom/ n the activity of peoy
entering the country from abroad tc
take holidays

mbaond
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incentive tour /in'sentiv toa(r)/ na
jougney or holiday given to a worker
or group of workers as a reward for

good work

include /1n'klu:d’ vto have something
asone part
inclusive tour /in klu:siv ‘toa(r)/ na

holiday that includes transport,
accommodation,and sometimes
other things such as meals and
excursions

incoming ik min adj connected
with travel into the country from
abroad

independent ' indi'pendant adj.
(used about a traveller) making their
own arrangements for travel, rather
than going on a package holiday

adj 2. (used about a country) having its
own government

initial enquiry form 1 1|1 i kwan
[5:m/ naform on which a company
records details about the type of
product or service a new customer is
looking for,and the customer’s
contact details

innovative '1novoliy adjnew and
interesting
insurance in’|5:ons/ nan

arrangement with a company where
you pay them a small amount of
money before you travel,and they
agree to pay the costs if you are ill or
die, or lose or damage something

inventory 'invontri ndetailsofa
flight booking, including flight
number, time, route, seat number, etc.

investigate /1n'vestigeit’ vitofind out
information, for example by asking
somebody a number of questions

issue 1/ vto give somebody
something official, for example a
ticket, passport, etc.

itinerary i'tinorari nalist of things
that will happen, forexample on a
tour,and their times

jeep d5i:p nasmallstrong vehicle
used especially for driving over
rough ground

keydata ki: deito nthe most
mportant information

land /liend’ v (used about a plane) to
arrive at an airport

landscape 'licndskeip neverything
you can see when you look across a
large area of land, especially in the
country

leisure tourism
travel that is done just for pleasure,
rather than for business or for a
specific purpose

limousine /lim>'7i:n' n1.avan or small
bus that takes people to and from
anairport Z.alarge,luxurious,
chauffeur-driven car

long-haul / In1) "ho:l adj (of a flight)
covering a long distance

lost property ' [nst ‘propati’ nthe
place atan airport, etc. where items
that have been found are kept until
they are collected

low-cost carrier /[0 kst 'kweria nan
airline that is cheaper than most
airlines, and that usually offers a
more basic service

'lesa toarizam/ n

luxury 'l\k [ari’ adjvery comfortable
and high quality
marina /mo'ri:na’ naspecially

designed harbour for private boats

market /'ma:kit’ vtoshow and
advertise a product to the public

marketing 'ma:kitin’ nthe activity of
showing and advertising a
company’s products in the best
possible way

massage | misa:3 nthe activity of
having your body rubbed, pressed,
etc.inorder to help you relax

maximum stay
the longest possible time between
travelling to a place and travelling
back

meal basis /' mi:l beisis' nan
agreement of how many meals will
be provided as part of a holiday
package, for example bed and
breakfast or full board

mechanic ‘'mo kenik' naperson
whose job is to make sure that a
plane’s engines are working
correctly, and to repair them if
necessary

maksimom 'stei/ n

meditation | medi'tei[n/ n the activity
of thinking deeply in a quiet place, in
order to make your mind calm

meeting room 'mi:li rom naroom
designed for business meetings to
be heldin

metropolitan ' mctra'politon adjin
or connected with a large or capital
city )

minimumstay ' minimam ster nthe
shortest possible time between
travelling toa place and travelling

back

monitor 'mpnita(r) vtowatch and
check something over a period of
time

motivation ' mooti'verln n

something that makesyou-want to
doa particular thing, for example
travel to a particular place

motorway (AmE = freeway)

maolower nawide road, usually

with three or more lanes in each
direction, where traffic can travel
fast for long distances between
large towns

mountain climbing
klarmin/ nthe activity of climbing
mountains asa sport

maontin

mountaineer ' maonti nin(r) na
person who climbs mountains as a
sport

non-stop flight =~ non stop [l na

flight without any stops
online /'‘nnluin’ adj operating on the
Internet w
open-jaw trip ' oopon 'd5a: trip na |
return air ticket that allows you to fly {
into a country at one airport,and leave
the country by a different airport
operator /‘pDpareita(r) nacompany
that provides travel services
opportunity /0patjuinati/n
something that gives you the
chance to be successful

aotbaond

outbound tourism
‘Loarizam/ n the activity of people
leaving their country to take
holidays

overnight a0\
night

nail vtostay forone




package holiday / tour
holidgl/ toa(r)/ naholiday that
includes transport,accommodation,
and sometimes other things such as
meals and excursions

paperless ticketing
n a system where passengers book
air tickets on the Internet or over the
phone.No ticket is necessary as the
information is stored on the airline’s
computers.

passengerflow pesindso (1o0 nthe
number of passengers coming into
and going out of an airport

passport control  papo
naplaceinanairport where you
have to show your passport toan
official as you pass through

picturesque / piki|a'resk: adj(used
about a place) pretty and old-
fashioned

pier /'pi:a(r) nalong, low structure
builtin the sea and joined to the
land at oneend

pilgrimage /'pilgrimids najourney to
animportant religious place

pilot ' 'puilot’ naperson whose jobiis
tofly planes

porter / po:1o(r)/ nl.aperson whose
jobiscarrying people’s bags and
other loads, especially at a train
station,an airport, orin a hotel
2.a person whose jobis to bein
charge of the entrance to a hotel

present /pri'zent’ vto show
something, forexample a new
product, to people for the first time,
and tell them about it

product ' 'prodaki’ nsomething that a
company sells

promotional /pra‘mao[anl adjused,
done, etc.in order to advertise
something

provider /pra‘vaida(r) nacompany
that provides a particular service, for
example an airline or a hotel group

publicsector ' pablik 'sckia(r) nthe
part of the economy of a country
that is owned or controlled by the
government

purser ' pz:so(r) nan officer on a ship

pekids

PCIPALaS K1t
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who is responsible for taking care of
the passengers,and for the accounts

raise ‘rciz/ vtoincrease something

rapport /r'po:(r) n afriendly and
understanding relationship
between two people

receipt '11'si:l n a piece of paper that
is given to show that you have paid
for something

receptionist '11'scp onist na person
whose job is to deal with people
arriving at or telephoning a hotel

refuge 'relju:ds naverysimple
building that provides shelter and
protection from the weather

remote '11'mool adj(used about a
place) far away from other places
where people live

rep, representative /1cp/

na person whose
jobis to look after people who are on
a package holiday

requirement 11’ kwaiomnt n
something that a person needs

research 11's3:1|  vto make a careful
study of something in order to find
out information

resortrep /11 72:1 rep n=rep

retail /'ri:icil/ nthe business of selling
things, for example holidays and
tours, to the public

retreat '11'(ri:(' naquiet, private place
that you gotoin order to get away
from your usual life

retrievedata 11 (ri:v deito vito find
and look at information that has
been stored on a computer

return trip ‘11 (50 '(rip nan air
journey that departs from and
arrives back at the same airport

roomservice rOmM s3:\Is naservice
provided in a hotel, where guests
can order food and drink to be
brought to their rooms

runway | ranwer nalong narrow strip
of ground in anairport, that planes
take off from and land on

safari /sa'[a:ri/ na trip to see wild
animals, especially in Africa

sales consultant /'scilz kan salint na
person whose job is to give

repra’zentats
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customers information and advice
in order to help them buy the
product that is right for them
sales process 'scilz prooses nallthe
activities that happen between a
customer first knowing that a
product exists,and buying the
product
scales skcilz namachine for
weighing things, for example bags
atanairport
scheduled airline
nan airline that operates to fixed
timetables and on fixed routes, and
which sells tickets to the public
rather than to package holiday
companies )
seaview nthe possibility to
see the sea from the window
seatbelt 'si:thelt nabelt thatis
attached to the seatin a plane and
that you fasten around yourself
secondary airport  ~chondr o n
asmall airport that is not one of the
main onesin acountry
security check <1 kjoorati 1o
process of checking passengers and
their bags at an airport to make sure
that they are not carrying anything

; g
skedju:ld “ealam

nthe

dangerous
security control - L
nthe placeinan airport where

passengers and thei
through a metal det
sure they are not carryir
dangerous objects
self-catering .l rin adj (used
about holiday accommeodation
which you provide your o
service station
area and buildin
motorway w
and petrol, g
serviced
holiday

oQ

meals ar d
shift the working
periods th -hour day is divided

nto.When a shift ends, one group of
workers stops and another group
begins.
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short-haul /' [5:( ha:l' adj (of aflight)
coyering a short distance

shuttle ' [\l naplane, bus,or train
that travels regularly between two
places

skilled /skild/ adj (used about a job)
that requires special ability or
training

spa 'spu: naplace where people can
relax and improve their health, often
where hot water comes naturally to
the surface from under the ground

specialist /'spc[olist’ adj dealing with
one kind of thing only; not general

spectacular 'spek 'tickjolo(r) adjvery
impressive to see

steward /'stu:wod’ namanwhose job
is to take care of passengerson a
ship,a plane,oratrain and who
brings them meals, etc.

stopover /'stppacva(r) nan
interruption to atrip lasting twelve
ormore hours

storedata / 51o: 'deito’ vto keep
information on a computer until you
need to use it

strength /strciy nagood quality that
you have that gives you an advantage
study tour /'stadi toa(r)/ natriptoa

country oran area thatincludes
visits, lectures, and classes

suite ‘swi:l/ nasetofroomsina hotel

supplement 'siplimnt nanextra
amount of money that you have to
pay for an additional service or item

surcharge / s3:|a:d3 nanextra
amount of money that you have to
pay in addition to the usual price

t’aichi / 11 '1)i: naChinese system of
physical exercises designed
especially to make your mind calm

take-off / (cik pl’ nthe process of a
plane leaving an airport

tariff /'Ll nthe fixed price for a
service

tax /tweks/ nanamount of money from
your income that you have to pay to
the government

temperate /'(cmparat’ adj (used about
aplace’s climate) not very hot and
not very cold

v

temple ' tcmpl/nabuilding where
people of some religions, for example
Hindus and Buddhists, go to pray

terminal / (3:minl nthe airport building
that has all the facilities for passengers
thatarearriving or departing

terminus 't5:minos’ n the last station
at the end of a railway line or the last
stopona bus route

theme park /'0izm pa:k’ nalarge park
with rides, such as roller coasters,
and many other kinds of
entertainment

threat /(rct’ nsomething that could
stop you being successful, for
example a strong competitor

ticket collector /'tikit ko lekia(r) na
person whose job is to check
passengers’tickets for travelling on
atrain, boat, etc.

tiny /'taini’ adjvery small

tour guide / 100 gaid/ naperson
whose job is to show tourists
around places

tour operator / tod pparcita(r) na
person or company that organizes
and sells package holidays

tourist attraction
a place that tourists visit

tourist flow /'toorist (1ao/ nthe
movement of people into, out of, and
inside a country,when they are on

toarist 3 traekfn/n

holiday
tourist information officer  11,01151
mfa'meifn plisa(r)/ na person

whose job is to give advice and help
to tourists who are visiting a city,
town, etc.

track /trick/ n metalrails that trains,
trams, etc. travel along

trade fair /'treid (ca(r)/ nalarge
exhibition and meeting for
advertising and selling products

transfer 'tra:nsia:(r) nl.travel to and
from the airport and your hotel
v2.totravel to or from the airport
and your hotel

travel agent 'triev] cidsnt na
person or company whose business
is to make travel arrangements for
people, for example buying tickets,

arranging hotel rooms, or selling
package holidays

travel insurance 'trevl i [oorons n
an arrangement with acompany
where you pay them a small amount
of money before you travel,and they
agree to pay the costs if you areill or
die, or lose or damage something

trek ‘trck/ nalonghard walk lasting
several days or weeks, usually in the
mountains

trend 'trend/ nageneral direction in
which something is increasing or
decreasing

trolley /'troli’ nasmallvehicle with
wheels that you carry your luggage
on and push around at an airport

turnaround time
nthe time between a plane landing
atanairport and taking off again

unspoilt '1n'spailt adj (used about a
place) beautiful because it has not
been changed or built on

VFR, visiting friends and relatives = 1|

viziun Irendz and

1 - 1
La3:naraond lamm

¢l oa:r)
‘relativz/ ntravel that is done in
order to visit friends or family

visa /'viza' nan official mark or piece
of paper that shows you are allowed
toenter leave, or travel through a
particular country

volcano /vol'kemao’ namountain
with a large opening at the top
through which gases and hot, liquid
rock sometimes come out

waiter /‘weilo(r) naperson whose
jobistotake food orders and serve
food in a restaurant, bar, etc.

wake-upcall ‘weik ap kol na
telephone call that you arrange to
be made toyouin a hotel,in order to
wake you up

weakness ' wiknas naquality you
have that makes it more difficult for
you to be successful

wedding ‘wedin naceremony where
two people get married

weekend break
trip, often to a city or countryside
hotel, that includes Saturday and
Sunday

'
wikend breik na
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whale-watching “weil wotlim n
going on a boat trip to see whales
swimmingin the sea

white-water rafting vt woiio
‘ra:fti nthe activity of travelling
down a fast-flowing river in a rubber
boat

wholesaler /'haolseila(r) nacompany
that sells goods or services in large
quantities to other companies,
which sell them to the public

wildlife ‘waildlail nanimals, birds,
etc.that are wild and live in a natural
environment

windsurfing windss:liy) n the sport
of sailing on water standingon a
long narrow board with a sail

worldwide ' w:i:ld waid/ adjin all

parts of the world

yoga a0

yacht jbt nalarge sailing boat, often

alsowith an engine and a place to
sleep on board, used for pleasure
trips and racing

']a0ga’ na system of exercises
and breathing that helps you control
and relax your mind and body
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