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4 Unit 1 

TakeoH 
pilot 
tour guide 
flight attendant 
tourist information officer 
travel agent 
receptionist 

waiter 
resort rep 
chef 
porter 
hotel manager 
airline check·in clerk 

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

2 Put the other jobs into categories, for example, travel 
jobs, hotel jobs. 

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

4 What is the best job in tourism in your opinion? 



I 

I 

• 

Vocabulary 
Adjectives for job skills 

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

1 Find six pairs of opposite adjectives. 

calm 
nervous 
disorganized 
scruffy 

friendly 
lazy 
creative 
practical 

flexible 
smart 
confident 
organized 

extrovert 
shy 
hardworking 
unfriendly 

2 Choose one of the jobs in Take off. Say which three 
qualities are the most important. 

Speaking 
Careers questionnaire 

1 What is your working style? Look at the questionnaire 
and tick (.i') the qualities and skills which describe you. 

Questionnaire 
QUALITIES 

I.m 
,mart 0 extrovert 0 hardworking 0 
i1 xlble 0 organized 0 practical 0 

reative 0 creat;'" 0 confident 0 

SKillS 
'njoy meeting new peo )Ie. 0 

I ni")'workingaspartofateam 0 
like working mdependently. 0 

lamgoodatexplamingthings. J 

am good at dealing with people. 0 
can make people relax. 0 
Imable odomorc>thanonethlngatthf" ametime. 0 

I like working under pressure 0 
kn)W how to use computers and technol )81. .J 

'feel confident about dealing with money. 0 
amw lingtoworklonghours 0 

I am good at nguaF! 0 

2 Discuss your answers with a partner. 

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

In this unit 

• jobs in tourism 
• describingjobskills 
• describing job rout ines 
• the tou rism industry today 

• Language spot 
Describing job skills 

What is tourism? 5 

Look at the sentences for describingjob skills and abilities. 

+ infinitive + - ing or noun 

I can make people relax. I enjoy meeting new people. 

I know howto use 
computers. 

Ilikeworldng independently. 

I am wiUingtowork long I am good at languages. 
hours. 

I am able to do morethan Ifeel conndent about 
one thing at the same time. dealing with money. 

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

be/being 
smile / smiling 
speak/ speaking 

understand / understanding 
use fusing 
work I working 

So you wlnt to work In tourism? 
What do you have to do? What doyou need to know? 

In most tourism jobs you 
have to enjoy ___ _ 

with people-not just the 
customers but your 
colleagues as well You have 
tobeableto 2as 
part of a team. You have to 
knowhowto ____ " 

even if you're having a bad 
day. It's also important to be 
able to "' clearly on 
the phone. in many jobs you 
need to be good at 

S people with 

different languages and 
cultures, and you need to be 

confident about ' 
the languages that you know 
Sometimes, especially if you 
work in an office, you have to 
know how to _ ___ , 

computers. It's also important 
to be flexible, and you often 
have to be willing to 
___ _ , long or unusual 

hours. But most of all you 
have to like • 
with people. 

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

EXAMPLE 

A flight attendant has to be willing to work long hours. 

» Goto GrammarrefHe:u:e p.1l9 
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Andrew Sharpe 
Personal details 
Age2S 
Single 

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? 

80rn in the Parish of Manchester,Jamaica 3 What does he do now? 

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 a small hotel,check·in clerk for a 
charter airline 

Present job 

Runs his own tourcompany 
(,Authentic Caribbean Holidays ltd.') 

Promotes 'Unique Jamaica' 
programme (adventure travel) 

Attends trade fairs 

Runs in-school programmes for 
Jamaican students to teach tourism 
development. susta i na bi I ity, a nd 
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.' 

4 What does he think is important when you work in 
tourism? 

5 What does hewant to doin 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 Europeyou 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. I play cricket. I love cricket, with 
friends,on the beach, and football ... • 

What's the future for you? 

'My goal is hopefully to become 
Min ister ofTourism, Oi rector of 
Tourism, that 's my main goal. You have 
to have a rounded knowledge of the 
industry. from ground level tothe top.' 



Listening 
Threejobs 

, Kelly 2 John 3 Suza nna 

1 ~ Listen to three people talking about their jobs. 

1 Which job do they each have? Choose from the list 
in Takeoff. 

2 Which of them 

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

:I ~ Listen again and complete the extracts. 

Extract' 
I ' arrivals, hand out l,process 

enquiries and J , that kind of thing. I work 
____ ,., which can be a drag.I ____ '~start 

at six in the morning, which is OK because I get off nice 

and early, but then 61 dothe late turn and 

I don't finish till after midnight-this week I 
____ 7the late shift. 

Extract 2 
____ "directlywith the public at the desk.On a 

typical day, I'm on the phone and the ___ --" 

most ofthe time. 1 ___ _ '0 t he day by checking 

my ____ '\ and that ____ 12, the agenda 

for the first part of the morning at least. I have to talk 

to local businesses, hotels, tour compa nies, to check 

that 11 the service they want, that we're 

stocking their brochures and soon.1 also ____ " 

presentations, and 1 get invited to a lot of social events 

to network a nd talk about tourist information services 

in the city. 

I lSon a big presentation for some It alian 

clients at the moment. 

What is tourism? 7 

Extract 3 

We work very ____ "6, especially on changeover 

days. We take t he " who a re going home to 

the airport at six in the morning, and bring back the 

new group. We t hen have to get them settled, sort out 

any '8-and there always a re problems!-

and dothe paperwork. So I '9 unt il 

midnight on changeoverday. 

• Language spot 
Describingjob routines 
EXAMPLE 

Kelly: 'I usually 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? 

:I Underline other examples of the tenses in listening 1. 

J Complete these sentences with the correct form of the 
verb in brackets. 

1 I usually ____ (finish) at five, but today I 

_ ___ (work) until eight. 

2 We ____ (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 

4 

5 

bathrooms. Which room (stay) in,madam? 

____ (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. 

____ {work)withcomputersaJotlnfact,J 

____ (do) aspedaltraining course at the rnomem. 

_ __ (go)tocoUege everyTuesdayevening. 

» Go to Grammu reference p.119 
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What 11 tourl1m? 
Tourism is the temporary short-t l!:rm mOVl!:ment 
of people to destinations outside the placl!:s where 

they normally live and work, and their activitil!:s 

during the stay at thl!:sl!: destinations_ 

TouriJm Sod.,. 

This is the stuff that changed the world. Along 

with a handful of other things-television, sex. 

and the computer-the ability to travel the world 

freely sets those who live in the late 20th century 

(and early 21St century) apart from those who 
lived before it . 

UK,1991 Mlchnl Ellklt 
1991, 'The Pleasure Principle'. The Economist , London 

Speaking 
Job skills 

1 What questions would you ask to find out this 
infonnation about the two people? 

Nationality 
Age 
Job 

Where does he I she come from? 

Qualities and skills 
Working hours 
Typical daily tasks 
Things he I she enjoys about the job 
Relaxing after work 
Own holidays 

Z Work in pairs. Student A, look at p. lOS. Student B, look 
at p. 11S. Ask about each other's person. 

Vocabulary 
Industry sectors 

1 The travel and tourism industry has different sectors. 
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 

c places that tourists want to visit 

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

e government organizations that promote and 
develop tourism 

f people or companies that sell the holiday or tour to 
the customer 

Pronunciation 
1 (i) Usten to these words. How many syllables do they 

have? Tick ( ..... ) the right column. 

Numbe rofsyllables Strongest 

Word , 3 

agent first 

attendant 

manager 

catering 

guide 

porter 

tourism 

pilot 

attractions 

calm 

Z (i) Usten to the words with two or three syllables. 
Which syllable is strongest? 

J Say each word. Let your partner check your 
pronunciation. 

2Transport 

1 Think of a local example for each of the sectors from 
your city or country, for example, the name of a local 
travel agent. 



tourism l'tu~nz;m1/ NOUN ru] the 
business of providing and arranging 
holidays and services for people who 
are visiting a place 

Customer care 
'The customer is always right' 

1 Do you agree that 'the customer is always right'? 

Z 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 

What is tourism? 9 

1 Where can you find out 
facts and statistics on 
tourism in your country? 

FACT SHEET Name of country I region: ...................... . 

Z What are the names of the 
main tourism companies in 
your country? Find their 
websites and note down 
information on whatthey 
do, when they were 
founded. what jobs they 
proVide - and anything else 
that you find interesting. 

Writing 
country fact sheet 

Complete this fact sheet 
for your country (or 
region). 

Sources for inform ation and statistics: 

National tourism board (or office) 

Regional/local tourism office (TIC) 

Other useful websites 

Sector 

Tourism att ractions 

Transport 

Accommodation 
and catering 

Touroperators 

Travel agents 

Example 
company 

Website 

Website Location 

Location 

Other information 
(e.g. size, no. of viSi tors. 
branches, etc.) 
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ch.Uenlti (n) something 
new and difficult that forces 
you t o make a lot of effort 

currency (n) the system and 
type of money that a 
part icular country uses 

economy (n) the operation 
of a country's moneysupply, 
commercial activities, and 
industry 

security (n) the state of 
feeling safe and being free 
from worry 

Reading 

flexible (adj) that can be 
changed easily 

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

or F (false). 

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

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

3 Tourists often worry about international security. 

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

2: Read the article to check your answers. 

I I I ~ ... 

I I I 

I 
Facts and 

e e 
Tourism is one of the biggest 
businesses in the world. There are 

nearly 800 million international 

tourist arrivals every year. It 

employs, directly or indirectly, 

one in fifteen of all workers 

worldwide, from A to Z. from 

airport cleaners to zookeepers, 

and includes bar staff, flight 

attendants, tour gu ides, and 

resort reps. It is a huge part of the 

economy of many countries - in 

countries such as the Bahamas, 

over 60% of the economy is 

based on tourism. 

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 fl ights. There have been 
changes in working practices, with 

workers getting paid holiday t ime 

and working shorter and more 

flex ible 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 tourism industry is 

affected by many d ifferent 

things: international events, 
economic change, changes in 

fashion. New concerns and 

worries appear every year, for 

example as people become more 

worried about se(:urity and 

international terrorism, or as the 

value of their (:urrency 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 10 proted 

environments and animal lile, 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 01 the biggest 
industries in the world. It is 

perhaps also the mosllmportant 



J In pairs, answer and discuss these questions. 

1 What do these numbers in paragraphs 2 and 3 refer 
to? 
a 1841 
b 2S million 
c 760 million 
d 1.6 billion 

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

3 How many jobs in tourism can you think of? 

EXAMPLES 

A is for airline check-in clerk. 
B isfor baggage handler. 
Cisfor .. 

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

S Can you think of some recent international event s 
that have affected the tourism industry? 

6 Do you think 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 
the dictionary give you? 

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

• The word (e.g. tourism) 
• Its translation in your language 
• The phonetic transcription (e.g. I'tu;)Tlz;)m/) 

• The part of speech (e.g. noun) 
• Any relevant grammar or language features 

le.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 

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

Whatistourism? 11 

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

f can understand articles describing the 
tourism industry 

f can understand people talldng about their 
jobs in tourism 

f can describe job I work routines and skills 

I can ask questions about the personal 
profiles of tourism employees 

Keywords 
Jobs 
check·in clerk 
chef 
flight attendant 
pilot 
porter 
receptionist 
resort rep 
tour guide 
tour operator 
tourist information officer 
travel agent 
waiter 

Nouns 
catering 
charter flight 
destination 
excursion 
public sector 
retail 
shift 
tou rist attraction 

Adjectives 
online 
worldwide 

Next stop 
1 Which countries have you visited as a 

tourist? Which countries would you like to 
visi t ?Why? 

Z What famous attractions have you seen? 

J Which was your favourite, and why? 
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Takeoff 
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 
theme park 
castle 
natural geographic feature 
palace 

beach 
cathedral 
temple 
ski resort 

4 Can you find these types of attractions in your country? 
Give examples. 



Pronunciation 
Look at the dictionary tranSCriptions of some countries 
and cities. 
spem 'rAJJ 
fra:Ils 'kren:xia 
'IAndJIl ' TtJli 
'mekslbo mos'bu 
'tJam;) 'reO:mz 
f;)Om d3J 'pren 

1 Can you find the following places? 

1 Spain 
2 France 
3 Japan 
4 China 
5 Russia 

:2 Identify the other places. 

mJ'dnd 
'pren s 
'hAl)gJri 
' t:mkijao 
'd33:mJni 
bf;) 'zll 

J (;l Listen and identify the ten places you hear. 

4 (;l Listen again and repeat each place. 

S Practise saying the place names from the dictionary 
transcription. 

6 How do you know where the stress is in words with 
more than one syllable? 

Listening 
Where do tourists go? 

1 When we look at the movement oftourists (or tourist 
jlow), there are three types of tourism. Match the words 
below with their definitions. 

1 domestic tourism 
2 inbound tourism 
3 outbound tourism 

a people leaving their country to take holidays 
b people taking holidays in their own country 
c people entering the country from abroad to take 

holidays 

:2 Which countries do you think receive the greatest 
number of tourists? 

Worla aestmatlons u 

In this unit 

• tourist destinations and attractions 
• tourism flows 
• numbers and statistics 
• describing resources and feat ures 

J (;l Listen to the numbers. Which one do you hear? 
a 19,000/90,000 c 13.5/30.5 
b 18 million 1 80 million d 15 J 50 

4 (;l Listen and repeat the numbers. 

19 90 18 80 13 30 15 50 

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

6 (;l Listen to this presentation describing the top ten 
country destinations for tourists. Complete the table. 

Position Country Number of t ourist s 

1st 

'od 

3,d 

4th 

5th 

6th 

7th 

8th 

9th 

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? WhichcountJ"id;do 
they visit? 



I 

80% of all international 
o trilvel is made up of 

nationills of just 
twenty countries. 

and Japanese 
tau rists outnumber 

Hawaiians by five to one in 

the summer. 

Reading 
Where do tourists come from? 

1 Which countries do you think generate the most tourists? 

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

J 

F 

R 

C 

M 

c 

u 

p 

u 

G 

o 10 20 30 40 50 60 70 80 
million tourist depanures perye~r(2000) 

J Does any of the information surprise you? 

travelled internationally, 

or neilrly 12% of t he world's 

people. 

Speaking 
The biggest spenders and the biggest earners 

1 Look at the word grid and complete the sentences. 

earn (v) to get money by working 

receive (v) to get or accept 8t h that 
sb sends or gives to you 

spend (v) to give or pay money (or sth 

Verb spend earn receive 

Noun (person) spender earner 

Noun (thing) expenses earnings receipt 
expenditure 

If you more than you ,you 

will get into debt. But if you morethan 

you ,you can save. 

2 The IT manager is one of the highest in 

the company. His total ____ are twice what I 

3 When you are on a business trip you can claim 

things like travel and hotel costs as . But 

you must remember to get a ___ _ 

4 The travel agency didn't make a profit last year 

because the ____ was greater than the 

_ ___ from customers. 

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

Austria 
Canada 
China 
France 

Germany 
Greece 
Italy 
Japan 

the Netherlands 
the UK 
the USA 

J Work in pairs. Student A, look at pJ08. Student S, look 
at p.lll Give your information to your partner and 
complete the blank chart. 

4 Compare your charts. Identify the countries which 
receive more from tourism than they spend. 
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Vocabulary 
Tourism feature5 and attractions 

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

Climate 

rainy 

sunny 

Natural 
features 

beach 

desert 

Built 
attractions 

cathedral 

museum 

Events 

carnival 

folkdance 

1 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 

:2 Complete the sentences. 

I I don't really like the city. I prefer to live 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 

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

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

Food,d rink,and 
entertainment 

restaurant 

Accommodation 

hotel 

motel 

Customer care 

Transport 

train 

plane 

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. 

1 How can you find out more about the traditions of 
visitors from some of the countries listed in this unit1 

2 How can you help tourists to understand local tradltn'1S 
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 

Balearic Islands? Think about: climate, geography and 
location, natural features . main attractions, and their 
importance as a tourist destination. 

2 Now read the descriptions and check your answers. 

J Which text would you find 

1 in a reference book? 
2 in an advertisement or brochure? 

The Balearic 
Islands -
Mallorca, 
Menorca, 
Ibiza, 
Formentera 



• Sun, sea,,.,,d (ulrure- with a Spanish style 

• lOO days a year of guaranteed sunshine 

• Fabulous beache~ 

• Ea5ytogetto 

• Great entertainment 

• Something for every type of tourist 

Floating between Spain and the North 
African coast, the Balearic Islands offer 
the perfect location for a fantastic holiday. 
There are four main islands for you to 
choose from,each with their own special 
atmosphere . 

• Language spot 

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 
2rC - just right for relaxing and 
getting a tan. 

The islands offer a number of 
attractions for tourists. Sun-seekers 
will love the fabulous beaches. Fun
seekers will enjoy the eXCiting nightl ife 
- the clubs and discos of Ibin proVide 
plenty of entertainment for young 

Describing resources and features 
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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 vi llages, o live 
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. 

NewZealand The Balearic Islands 

Describing 
geograph ical 
featu res 

Describing 
climate 

Describing 
tourist 
attractions 

New Zealand lies in the South Pac inc Ocean. 
It consists of two islands. It is located 1,600 
km south-east of Australia. 

The climate is generally temperate and damp. 
The extreme north has got an almost 
subtropical climate. 

The main attraction for tourists is the scenery. 
The landscape is largely unspoilt and very 
varied. There are mountains, lakes, glaciers .. . 

1 Look at the expressions used to describe resources and 
features in the text on New Zealand. 

4 Use the sentences you identified in 1 and I to help you 
to write similar sentences for New Zealand. 

Does the text on the Balearic Islands use the same 
expressions? 

2; Which different expressions does it use to describe the 
three areas? The verbs listed below will help you 
identify them. 
float choose stretch prOvide 
offer boast love enjoy 

) The text on the Balearic Islands is trying to attract 
visitors. One way it does this is to use sentences where 
the subject is 'you'. Find the sentences using 'you '. 

EXAMPLE 

Floating in the South PacifrcOcean, NewZealandoJfers 
the perfect location for an exciting holiday. 

S Use the 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. 

» Go to Glammu Iefelen~e p.120 
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Listening 
Favourite places 

lOI Listen to three 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 Uz ___ _ 
b Regula ___ _ 
c Valery ___ _ 

Budapest 
Prague 
Barcelona 
Cyprus 
Ibiza 

:2 What do they like about each of their favourite places? 

J CC) tisten again to tiz. Match the four adjectives with 
the four nouns to form word combinations. 
A B 
remote 
spectacular 
ruined 
dramatic 

views 
coastline 
cottage 
castle 

4 Match these eight adjectives and eight nouns to form 
more word combinations. Then check your answers 
with the listening script on p.128. 
A B 
cheap memories 
cultural bars 
delicious beaches 
happy heritage 
relaxing nightlife 
exciting flights 
lively break 
crowded food 

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



Speaking 
Describing a destination 

1 Work in groups. Think of another destination (not your 
own country or region). Make statements to describe it 
to the other students in the group. Can they guess the 
place in less 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 
Africa? 

Writing 
Describing a destination 

Write descriptions of two other tourist destinations, 
using the information files on p. 109. Make one a 
factual description, and the other more like an 
advertisement or brochure. 

Find out 
1 Think of a country or a region. It could be your own 

country or region or a country or region that you know 
well. 

Where can you find out more about the place you have 
chosen as a tourist destination? 

Find out as much as you can and record the 
information under the following headings. 

• Location and geographic features 

• Climate 
• Transport 
• Tourist attractions 
• Other information 

2 Use the information you have found out on the country 
or region to 

• write a factual information sheet 
• write a brochure description 
• prepare a talk or presentation. 

Use pictures and visuals where possible. 

3 Present your talks in small groups. Listen to each 
other's talks, make notes, and ask questions. 
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Checklist 
Assess your progress in th is unit. Tick (.I) the 
statements which are true. 

I can talk about tourist destinations and 
flows 

I can understand and describe statistical 
charts and simple graphs 

I can understand people talking about their 
favourite destinations 

I can understand descriptions of resources 
and features in tourist destinations 

I can produce descriptions of resources and 
features in tourist destinations 

Keywords 
Specialist industry terms 
domestic tourism 
inbound tourism 
outbound tourism 
tourist flow 

Nouns 
carnival 
cathedral 
cHmate 
coastline 
countrySide 
desert 
expenditure 

Adjectives 
remote 
spectacular 
temperate 
unspoilt 

Next stop 

harbour 
heritage 
historic monument 
landscape 
receipt 
temple 
theme park 

1 What different types of holiday have you had 
in the past? 

2 What was your favourite holiday?Why? 

3 Howdid you arrange the holiday
independently (by yourself), through a 
company, online, or some other way? 



ioU UIlIl' 

TakeoH 
1 Look at the different package holidays. What type of 

holiday are they advertising? 

Z Whichholiday(s) would you choose? Why? 

3 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 leI a 
holiday that is organized by a company for a fixed 
price that includes the cost of travel, hotels, etc. 

Listening 
Why choose a package hollday7 

1 (j) Usten to Helga, who works for Das Reise Biiro, a 
German tour operator. What are the reasons she gives 
for choosing a package holiday? Are they the same as 
yours? 

Z (j) Listen again and choose the correct answers. 

How far in advance do tour operators buy 
accommodation or transport? 

a Six months 
b One year 
c Two years 
d Three years 

2 What things does Helga say that people will need 
money for on a package holiday? 

a Buying drinks 
b Buying souvenirs 
c Car hire 
d paying for taxis 

3 According to Helga, what does a tour operators 
representative, or 'rep', do? 

4 Helga says that package holidays produce 'peace of 
mind'. What does she mean? 



Reading 

• ad'¥clntages of package tours 
• the role of tour operators 
• asking a tour operator for information 
• prepositions oftime 
• preparing a tour brochure or web page 

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

The role of tour operators 

Read the article and find the answers. 

3 To buy in bulk means to buy something 

a on the Internet 

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

b in large quantities 
c in secret 
d a long time before you need to use it. 

a What are the components of a typical package 
holiday? 4 Why is it important to buy in bulk in tour operation? 

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

b Who else forms part of the chain of distribution? 

c How many different types of tour operator are 
there? 6 If you could work for one of the four types of tour 

operator, which would you choose? 

Putting a package together 
Package holidays, which are also known 
as package tours, include all of the 
components necessary for a complete 
vacation: 

transport to and from the destination 
transfers between the airport I station 
I port and hotel 
food and accommodation at the 
destination 
other services such as a guide or 
holiday 'rep'. 

The professionals who bring these 
elements together to create a holiday are 
called tour operators. They buy in 
advance and in bulk from the principles: 
airlines, shipping lines, hoteliers, and so 
on. Because they buy hundreds of seats 
or rooms from the principle, they pay a 
much lower price for them than an 
ordinary member of the public. The tour 
operator then converts this bulk into 
individual packages known technically 
as inclusive tours (ITs). These are 
marketed to the consumer through 
travel agents or by other systems. 

In the past tour operators sold almost 
entirely through travel agents, but today 
they also use direct selling. This strategy 
eliminates the travel agents from the 

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 real.ly big operators, 
the mass market operators, produce low
cost holidays to tradit.ional sea, sun, and 
sand destinations like Spain, Greece, or 
Turkey. Other operators limit their 

product to customers who want a v 
specific type of holiday. These spec' 
operators sell adventure holidays, 
holidays for single people, holidays 
motor-racing fans, and so on. Dam 
operators specialize in tours for 
who want to holiday in their own 
country, whilst incoming tour oper 
are specialists in providing holida 
packages to visitors coming from a 
Forexample, 'Vastravel', an l talian 
incoming tour operator, sells tours 
Jta.ly to people from the rest of the 

Principles 
Transportation + Transfers + Accommodation + Other services 

~ .--------, - - - -j I Di,,<! ",lIing I 
Tour operator _ • 

I 
I 

\!... 

Travel agent ---



It's my job 

Begoiia POlO 

Fifteen years ago Begoiia Pozo and her sister opened a 
travel agency because they both lovetotravel. Now 
she is the European agent for MyanmarGold,a 
speCialist tour operator for Burma. What do you think 
she likes about her job? 

Now read on. 

Degona says: 

... about her job I love to sell and to work in the office ... 
to try to Introduce the place to my clients, and to show 
them the place and tell them that they have to go there. 

... about Burma Burma has started to attract tourists 
from all around the world. It's very beautiful and 
everything is so traditional. 

... about Burmese people They're always smiling.And 
very often they give you presents because they are 
Buddhists. You can tell that religion is really important 

to them . 

... about Asia I think that people in Europe are not as 
friendly as in Asia. Asian people are very friendly. On Thai 
Airways the flight attendants a lways bow when you 
enter the plane. On European ai rlines they often stand 
with their arms crossed. Asian culture is more polite. 

Listening 
The 'Peace in Burma'tour 
Begona's main job is organizing escorted tours of 
Burma, in south·east Asia. 

1 Why do you think people visit Burma? 

2 (j) Listen to Begona describing one of the tours she 
organizes. Tick (.I) the places the tour visits, and the 
activities the tourists can do. 

Place 

o Bagan 
o Bago 
o Inle 

Activity 

Rent a bicycle 
Spend sometime at the beach 
Visit a school of Buddhism 

o Mandalay Gotrekking in t he mountains 
o Ngapali Practise yoga 
o Sittwe Visit the city's floating market s 
o Thaila nd Visitsomeofthemanytemples 
o Thandwe Go horse riding 
121 yangon ________ Visit the capital city 

3 (j) Listen again. Which activities can you do in which 
place? 

4 What is the main problem Begona has when she tries 
to get people to go to Burma? 



Mo"th" 12 million 
people ;oth,UK 

take a package holiday each year. 

• Language spot 
Asking questions 

One way tour operators like Begoita market their 
product is by attending tourism fairs. There they can 
meet other travel agents and direct-sell clients. 

, Look at the notes below. They were made by a travel 
agent who is looking for different types of package 
holiday to sell. 

P.-ice ir.Clude -tYa"stt"Y5? 
P.-ice ir.Clude .....eals? 

Use Ioc.a.llctels? 

Ac.cepf qroups? 

Di$C..C:I<.Mt trx ql'"oups? 
Hou.> n'luC;,? 

Travel o.q&It 's COn'In'l iSSiOl'1-1.ow muc.J.? 

Z What were the questions the travel agent asked when 
talking to a tour operator? 

EXAMPLES 

Brochures of tours? 
'Do you have brochures of your tours?' 
Price include transfers? 
'Does the price include transfers?' 

J Can you think of any other questions the travel agent 
might ask? 

» Go to Grammar reference p.120 
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Pronunciation 
, Say the follOWing words. Pay attention to the stress. Is it 

on the first or second syllable? 

accept agent local t ravel 

Z (a"l Listen to the words. Were you right? 

J (a"l listen to the 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 

•• •• ••• ••• 
agent accept 

local 

travel 

4 Practise saying the words in each column. 

Speaking 
Talking to tour operators 

1 Work with a partner. Student A, look at p.109 and study 
the information in the box. Student B, you are the travel 
agent. Look at p.l14. Follow the instructions. 

EX AMPLE 

Tour operator Good morning. Can I help you with 
anything? 

Travel agent Yes, 1 hope so. I'm a travel agent from 
(your country I region). I'm looking/oT 
tours to ... 

Z When you have finished, change roles and ch~ thr 
information from a different tour operator_ 
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former (adjJ of an earlier t ime; 
belonging to the past 

glimpse{n) a very qUick and not 
complete view of sb' 5th 

Reading 
An inclusive tour 

Tour operators regularly use brochures and the 
Internet to advertise their package holidays and tours. 

1 Look at the map of the Balties. Read through the tour 
and connect the cities and other places in the order in 
which they are visited. 

Z One OfYOllI clients is interested in visiting the Saltics. 
Look at the tour description and find the following 
information forthe client. 

1 The length of the tour 

2 Departures for the second half of July or beginning 
of August 

3 What type of accommodation will they have? 

4 The basic price of the tour 

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

6 Does the cost of the tour include 
a all food and meals! 
b entry costs to monuments? 
c arrival and departure transfers! 

7 Will there be a guide on the tour? 

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

P 
OLAND 

A glimpse of the 

Balties 
Vilnius - Riga -Tallinn 

6 days by f'rivote coo h 

TOUR DESCRIPTION 

Visit the thre. indep&lldent 

Boille Republics of Istonia. 

Lahio, and Uthuania on 

Ihis short escorted (oach 

taur. The emphasis is an 

the capitol cilias. 

FRIDAY VILNIUS 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 01 Holel City Pork or similar in Vilnius. 

SATURDAY VILN IUS - TRAKAI Morning city tour of Vilnius, 
capital of lithuania for more than 600 years . Afternoon trip to 
Trakai , former capital of lithuania. Visit to a 14th century castle. 
For ages it served as 0 defensive structure and residence of 
Lithuanian Grand Dukes. Overnight 01 Hotel City Park. 

SUNDAY VILN IUS - RIGA Morning deporture by coach to 
Riga, the capitaJ of latvia . Visit to RundaJe, a beautiful baroque 
palace south of Riga . It is a splendid example of the work of 
Italian architect F.B .Rastrelli . Arrival in Riga. Check in at the hotel. 
Overnight at Hotel Radisson SAS Dougava or similar in Riga. 

Glloranteed clepartgres: Fridays 2007 
JUn8, 15,22.29 
Jui 6, 13, 20, 27 
",3, 10, 17, 24 

fro.: S84S per peoon double 
S34S single supplement 

Indudes: 

• 5 nig/rf';ol lim·cItm hotels 
• daily breakfast 
• 1 wekome drink 
• Iransportorion by air-conditioned coad! 
• private arrival bondel 

• $ighlweing per itifIefary 

• kw:ollour gui~ 
• tax aoo service thafges 
• individual informoliM package Idly 

guides GIld programmes) 



-

MONDAY RIGA - TALLINN In the morning a city tour of 
Riga, visiting the medieval town, Riga Castle, SI. Peter's 
Church, the Old Guild Houses. Afternoon departure for Tallinn 
with a stop in Parnu. Arrival in Tallinn. Check in 01 the hotel. 
Overnight at Hotel Domino Ilmarine or similar in Tallinn. 

TUESDAY TALLINN Morning city tour of Tallinn, visiting the 
Old Town of Tallinn - on example of Gothic architecture in the 
Baltic and Nordic countries. The tour includes the Toompeo 
Castle, the Russian Orthodox Cathedral, and the Town Hall 
Square. Afternoon free. Overnight at Domina IImarine or 
similar. 

WEDNESDAY TALLINN DEPARTURE After breakfast, the tour 
ends with individual departures. 
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d<lwn (n) the early morning, when light 
first appears in the sky 

n<lvilable (adj) that boats can sai l along 

'<lered (adj) connected with God,a god,or 
religion 

in<lek In) food that you can eat quickly 
between main meals 

• Language spot 
Prepositions of time 

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

Sunday 

Easter 

lOJune 

the weekend 
at 

the afternoon 
fo, 

six days 
'0 

night 
00 

the summer 

4 o'clock 

a longtime 

2007 

2 Use the correct preposition (atJor, in, on) to complete 
the itinerary. 

BASICALLV BOLIVIAN 

Dayal Arrive at La Paz International Airport. 
::-c-,--__ l 21.30h. Transfer to the hotel, check-in, and 
light supper. 

Day02 LA PAZ 

Half-day tour of La Paz. Try'saltenas', a Bolivian snack 
that is only eaten lthe morning. Afternoon 
free for shopping. Visit a traditional folk music 
'peiia' l night. 

Day03 LA PAZ - LAKE TITICACA 

Leave after breakfast for the Tiwanaku ruins. 
--,-----;cc-~ more than 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 

S dawn to see the sun come up over the lake. 

» Go to Grammar reference p.120 
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Customer care 
The personal touch 

We always call our clients when they are on holiday in 
Burma sothat wecan make sure they are happy and 

change anything that they don't like. 
MyanmarCold representative 

Coach tours can be very impersonal, so as the tour guide, 
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 tOUf at 

the latest. 
Scantours representative 

1 Have you ever experienced a holiday or a visit to a 
tourist attraction when you felt you received the 
personal touch? 

1 How can tour operators give the personal touch to 
tourists before, during, and after their holiday ortrip? 

Speaking 
Designing a package tour 

1 You are 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 
2 which places you will overnight in 
3 how many nights you will spend in each place 
4 where your tour will begin and end 
5 which services and meals you will include in the price 
6 the different possible dates of your tour 
7 the name of your tour 
8 three ways you are going to personalize your tour. 

1 Look at these phrases. They are often used by people in 
discussions. 

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 ideo. 
Thats fine by me. 

Disagreeing with a suggestion 
I don 't know about that. 
I don't think that's a very good idea. 

J Work in groups of three or four. Nominate one person 
to be the secretary. The secretary must write down the 
decisions about each point you discuss. 

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

Writing 
A web page for a package tour 

Use the information from your discussion and write 
the text for a web page advertising your tour. You can 
use the web page for the Baltics Tour as a modeL 



Find out 
1 who are the biggest tour operators in your country or 

region? 

Z which are the most popular destinations they offer? 

J Which are the new destinations this year? 

4 Do tour operators in your country only sell through 
travel agents or do they sell direct? 

5 Are there any specialist tour operators in your country? 

6 What type of specialist holidays do they market? 

(Hint: for answers to these questions, look on the 
Internet or talk to a local travel agent) 

Writing 
Describing local tour operations 

Use the information you have collected by answering 
the questions in Find out and write a brief description 
of how tour operation works in your country. 

You can begin like this: 

Tour Operation in [the name of yourcountry]. 

The biggest tour operators in {the name of your country I 

region 1 are {the names of twO orthree tour operators 1· 

mb" 
of important providers in our country, 

There are a nu 

including {the names of any airlines, hotel groups, etc.] 

The most popular deslinations that the tour operators 

offer every year are [the names of the usual 

destinations J. New offers this year include ... 

Checklist 
Assess your progress in this unit. Tick {oI} the 
statements which are true. 

I can understand someone talking about 
package holidays 

I can understand articles about package 
tours and tour operation 

I can ask questions to get information about 
a package tou r 

I can produce a tour itinerary for a web page 
or brochure 

Keywords 
Nouns 
brochure 
client 
commission 
direct selling 
inclusive tour 
itinerary 
operator 

Adj ectives 
domestic 
incoming 
independent 
speCialist 

Adverbs 
in advance 
in bulk 

Verbs 
include 
overnight 

Next stop 

package holiday I tour 
provider 
representative (,rep') 

tour operator 
supplement 
transfer 
wholesaler 

1 Doyou haveanyfriendsorfamilywho like 
going on holiday to places that are 
completely different from where they live? 

2 What about you? When you go on holiday, 
do you like things that are completelynew. 
or do you prefer things that are famil iar? 
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4 Tourist motivations 

Takeoff 
1 Match the quotes with the pictures. Write quotes for 

the other two pictures. 

2 Write down the last three trips you or members of your 
family made, and the reason. 

EXAMPLE Paris-weekend sightseeing trip 

J Work in groups. Show each other the trips you wrote 
down. Can you put the different reasons into 
categories? 

d 
We go to the beach every 

summer. I just want to 
relax and switch off and 

getsomesun. 

a 
~ I like to be active on 

holiday - visit museums, 
galleries, that sort of 

thing. 

I want to see as much of 
the world as possible. I'm 
meeting upwith a bunch 

offriends next month and 
we're going hiking in the 

Himalayas. 

... 

e 

We spent last Christmas 
in the mountains 

outside Kyoto - that's 
where my son lives now, 

his wife's Japanese. 

• 

I have to visit our sales 
offices in Poland and the 
Netherlands four or five 

times a year. It's hard work, 
but I really like Poznan and 

Rotterdam. 



Reading 
Why do people travel? 

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

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

Inside tourism: reasons for t ravel 

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 
to a 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 
• describingtrends 
• 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 r;) Listen to a lecture extract and label the percentages 
for each category. 

a Reasons 
for travel 

b Money 
spent on 
travel 

leisure tourism 

• Business tourism 

Vi,ltlng friends Jnd relJtives 

• 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? 

J Use the information from the trips you listed in Ta~ 
off to make a pie chart. How is it different from the 
chart for British tourists? 
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Vocabulary 
Reasons fortravel 

, Match the words in A with the definitions in B. 

A • 

1 Sightseeing a A long hard walk lasting several days 
or weeks, usually in the mountains 

2 Tradefair b Tourorexcursion that leaves in the 

3 Study tour 

4 Trek 

morning and returns the same evening 

c Visiting the famous places in a city 
or town 

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

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 

8 Day trip 

9 Festival 

10 Weekend 
break 

advertising and selling a product 

h Visit organized by an airline or tourist 
resort, etc. where tour operators and 
journalists can get to know the 
facilities and services offered 

i Triptoa country or an area that 
includes visits, lectures, and classes 

Journey or holiday given to a worker 
or group of workers as a reward for 
good work 

11 Familiarization k Travel to an important religious 
(or'fam') t rip place 

12 Incentive 
tour 

Ceremony where two people get 
married 

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

): Have you ever travelled for one of these activities? Tell 
your partner about it. 

Listening 
Passenger survey 

, Why do you think people would go to these places? 

Argentina 
Bangkok 
Edinburgh 

Italy 
London 
Madrid 

Mecca 
New York 
Pakistan 

.z ICj) Listen to the conversations at an international 
airport. Where are the travellers going? 

J ICj) Listen again. Complete the information in the table. 

Where from ? Dest ination Purpose l ength of stay 

1 

2 

3 

4 

4 ICj) Listen to the first two conversations again and 
complete the sentences. 

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 for a week or so, to 
do some sightseeing as well afterwards. 

4 I have to have my phone on there's a 
problem at the office. 

5 Are you travelling; ____ trip? 



The world'i bilieit attraction? 
The Hajj is the Isiilmi( pilgrimage 
tothe holy (ityof Meccil.There are 
an estimated 1.3 billion Muslims in 
the world. and during the Hajj, the 
city of Mecca must cope with as 
manyas4 million pilgrims. 

• Language spot 
Talking about reason 

1 Match the questions in A with the answers in B. 

A B 

Can I ask you a few questions? a For a week or so. 

2 Where are you travelling to? b OK, thanks. 

3 What is the purpose of your visit? C Certainly. 

4 Why are you visiting d Yes, we want to 
London? go to Scotland. 

5 How long are you planning e For a study tour. 
to stay? 

6 What's the reason foryourtrip? f Bangkok. 

7 Why don't you check? g It's my brother's 
wedding. 

8 Do you have any other reasons h Business. 
to be here? 

Z Which ofthe questions are asking about reason? 

J link these sentences with toJor, because, because of, or 
in case. Check your answers with the listening script on 
p.129. 

1 We're doing a passenger survey help 

with tourism planning. 

2 I've got an open return they ask me to 

stay on. 

3 We had to fly to Madrid t here were no 

direct flights available. 

4 We are going to London a study tour for 

four weeks. 

5 We are here we want to know about the 

culture, and not only the famous sights. 

4 Which sentence refers to a reason that might happen? 

5 Complete these sentences spoken by other travellers at 
the airport. 

We're going to Amsterdam ____ visit my 

sister who's just had a baby. 

2 We're just waiting for our connecting flight. It's been 

delayed technical difficulties. 

3 They say the flight may be delayed, so 1 think I'll 

phone the hotel ____ we're late. 

4 We're going to Rome ____ we want to see the 

Coliseum. 

S I'm going back to myoid university ____ a 

special reunion. I've just bought a video camera 

____ take a film of everyone. 

6 Use the information in the chart in listening J to role
play the four dialogues with a partner. 

» Go to Grammar reference p.121 

Pronunciation 
1 ~ listen to the underlined part of each country. rue 

they the same? 

Russia China ~ermany 

Z Say the name of each country. Pay attention to the 
pronunciation of the part underlined. 

J ~ listen to the part of these words in bold , then write 
the word in the correct column. 

brochure destination package 
ch ange English passenger 
chart Egypt pilgrimage 
check-in expression religious 
cult ural language 

Russia IS/ China /lSI Germany d;> 

4 Practise saying the words from each colurn.r~ 



Ken)"! offers a di..-erse range of interests 
for visitors - beaches, safaris, hiking, 
culture, and gott.we ha..-e it all. In a 
nutshell, I can say that Ken)"! is a wonderful 
place for visitors to come. Ken)"!n people 
are ..-eryfriendly people. 
JohnM\lhoho 

Director, CKC Tours and Travel, Nairobi 

Where in the world? 
1 What do you know about Kenya? What type ofholiday 

activities does it provide? 

2 What reasons would a tourist give for choosing Kenya 
as a holiday destination? 

2 What does he enjoy about his job? 

3 How much of his business comes from the Internet? 

4 Which of these holiday activities does he mention? 

beach 
swimming 
shark-fishing 
sailing 

safari 
eating out 
hiking 
mountain climbing 

culture 
golf 
camel rides 

Listening 2 Discuss these questions. 
Interview with a Kenyan tour operator 

1 (i) Listen to the interview with John Muhoho. 
Complete the information and answer the questions. 

1 Prahle 

nome 

Age 
Started in tourism 

Started CKC Tours 

, 

YA 

I . ~ 

What type of tourists do you think are motivated to 
goto Kenya? 

2 How is their motivation different from the tourists 
to your country? 

.,. 
• ... 

..,' 



tailor-mad. (<Jdj) m<Jde for <J 

p<Jrticu!ar person or purpose 

<Jnd therefore very suit <Jb!e 

Reading 
The changing face of tourism 

1 Discuss these questions with a partner. 

1 How do you think tourists' reasons for travelling 
have changed in the last twenty or 30 years? 

2 What do you think is meant by'old' and 'new'tourism? 

3 Do you think these words are related to 'old' or 'new' 
tourism? Use a dictionary to help you. 

high-rise package long-haul independent 
concrete authentic fly-drive ecotourism 

:1 Read the article to check your answers. 

TOllrbm In Afrkl 
According to theWTQ, tourist 
<Jrrlv<J!S in Southern Afric<J will 

grow by 300% between 2000 
<Jnd 2020.ln E<Jst Africa they 

will grow by 170%. 

South Africa is the most 
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~pul<Jrdestination in the 

Afric<Jn continent with 22% of 

all international arrivals. 
utt!e-known African countries 

like Ghana and Cape Verde are 

predicted to be popular tourist 

destinations in the future. 

J Use information from the text to complete these tables. 

In Africa Old tourism Newtourism 

What do tourists 
want to do? 

2 What do tourists 
wanttoeat? 

3 Where do tourists stay? 

4 Who are the tourism 
employees? 

In general Old tourism Newtourism 

1 Typesofholiday 

2 Length of holiday 

3 Types of activities 
on holiday 

4 Destinations 



, .. UrlIl .. 

• Language spot 
Describing trends 

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

1 a current trend? 
2 a past trend? 
3 a trend from the past to the present? 

a The revenue from tourism rose sharply. 
b Today's tourists are leaving the high-rise hotels and 

European comforts. 
c 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-haul flights are increasing and are making 
faraway places easierto get to. 

1 Which tense is used in each sentence? 

J Can you find any other examples of current trends in 
thetext.? 

4 Divide these verbs into two groups: go up [.&j and go 
down[T ]' 

rise 
decrease 
grow 
increase 
fall 
drop 

5 Put these adverbs in order -from small change to big 
change. 

dramatically 
gradually 

steadily 
sharply 

6 Use the graphs to write sentences about the current 
trends in 1- 6. 
Start each sentence with: The number of ... 

EX.AMPLE 

The number of people taking package holidays is 

decreasing sharply. 

" \ 
1 package holidays 

II 

3 long·haul flights 

2 weekend city breaks 

4 beach holidays 

5 online holiday bookings 6 High Street travel agents 

» Go to Grammar reference p.121 

Find out 
1 Have there been similar changes in tourism in your 

country or region? 

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

J How can you find out? Who can you ask? 

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

5 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. 



Speaking 
Changes in tourist 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.nD. Student B, look at p.116. 

1 Find out what, if anything, your survey says about 

1 the main reason for holiday travel 
2 attitudes to food and eating 
3 the importance of having fun 
4 the importance of weather and nature 
5 wanting new experiences 
6 meeting people and being with people. 

Z Tell your partner and compare answers. 

J Look at the two surveys together. Can you identify any 
trends in tourist motivation? 

Customer care 
'We know what you want ... ' 

e 

Staff working in tourism must be able to understand 
the different reasons why tourists have come on 
holiday. It is important to get to know your customers. 
Find out why they've come on holiday, what they want 
todo,and then help them to achieve theirdreams. 
Tourism Training Journal 

1 Do you agree that people working in tourism should 
help tourists and visitors to 'achieve their dreams'? Or 
should they leave them alone? 

Z What questions could you ask to find out why a tourist 
has come on holiday and what they want to do? 

Tourist motivations 3S 

Checklist 
Assess your progress in t his unit. Tick (.I)the 
statements which are true. 

I can talk about purpose and reason 

I can understand a simple passenger survey 

I can describe past and current trends in 
tourism and tourist motivation 

I can read articles about changes in tourist 
motivation 

Keywords 
Specialist industry terms 
business tourism 
ecotourism 
fam trip (familiarization trip) 
incentive tour 
leisu re tourism 
VFR (visiting friends and relatives) 

Nouns 
concrete 
conference 
day trip 
fly-drive hOliday 
motivation 
pilgrimage 
safari 
st udy tour 
trade fai r 
t rek 
trend 
wedding 
weekend break 

Adjectives 
authentic 
high-rise 
long-haul 

Next stop 
1 Howdid you bookyour last holiday? 

Z Think of a travel agency you know. What kind 
of holidays do t hey specialize in? 
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5 Travel agencies 

TakeoH 
1 Which travel agency sells more holidays? 

Z What sort of message do you think each window gives 
to people in the street? 

J What kind of hOlidays do these two travel agencies 
sell? Who do you think their clients are? 

I 

Listening 
All in a day's work 

1 Look at the typical travel agency products and services. 
Which of them are free, and which of them does the 
travel agent make money from? 

Advice on visa and passport applications 
2 Airline tickets 
3 Brochures for tour operators 
4 Coach tours and trips 
5 Foreign currency and traveller's cheques 
6 Hotel bookings 
7 Package holidays 
8 Train tickets 
9 Transport information 

10 Travel insurance 

Z COl Listen to these customers. Which product or service 
do they want? 

Speaker Product I Service 

1 

2 , 
4 

5 



Reading 
The sales process 

Read the article. 
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In this unit 
• services and products offe red by travel agencies 
• the stages of the sales process 
• dealing with new custome rs 
• suggest ions and advice 

3 Can you think of any other ways of raising customer 
awareness? 

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

In which stage does a sales consultant do most of 
the talking? 

5 Features, advantages,or benefits -which is the 
hardest for a sales consultant to explain to a 
customer? 

2 In which stage does a sales consultant have to listen 
most carefully? 6 The last two stages are not described. in the article. 

Six steps 
to success 
sell 
Your job as a travel agency sales 
consultant is to help your customers 
to choose their next holiday. This is a 
skilled job. and in order to do it well, 
you need to follow an established 
routine called the sales process. 

Siage 1 
To begin any sales process. it is 
important to raise your customer's 
awareness of the products your agency 
offers. Adverts in the agency window, 
for example, attract people's attention. 
and may bring them into the shop. 

Siage 2 
This is possibly the most important 
stage in sales. Many people are nervous 
about buying because they think that 
sales consultants only want to get their 
money. From the very first moment 
with a new client. you need to convince 

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. 

4presentJng 
products 

Siage 3 

1.aising 
awarenes'l 

6 after-sales 
service 

:2 establishing 
.appo.t 

3 investigating 

"""'" 

When a customer asks for help or 
information, 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 
W, such as the hotel facilities, transfers 
from the airport, excursions. etc. 

Advantages - these are what make the 
holiday ~ 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 5 
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 
awareness 

benefit 
browse 

consultant 
convince 

a person who gives information or advice in 
business 

2 a useful, 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 

S to spend time looking at something without a clear 
idea of what you want 

6 to succeed in making somebody believe something 

2 Which words are nouns and which are verbs~ 

3 Complete the sentences using the words in the list. 

1 Agood ____ does not necessarily know the 

answers to every question, but does know where to 

find the answer. 

2 Adverts on lV and in magazines are used to create 

____ of new products. 

3 The _ ___ of using a travel agent is that they 

can help you to find the best holiday. 

4 The main ____ of learning English is that 

most people in tourism speak it. 

S There is so much information to ___ _ 

through on the Internet that it is easy not to find 

what you want. 

4 Use your dictionary. Find three more terms in the 
article. For each one write out the definition from your 
dictionary. Ask your partner to find the word in the 
article. 

Listening 
A new customer 

1 ~ Karl and Anita want to go to Australia. They go to a 
travel agent's for advice. listen to their conversation 
and answer the questions. 

1 Which two stages of the sa1es process do you hear? 
2 Does the sales consultant finish the second stage~ 

2 (;llisten again and write T (true) or F (false). 

Karl and Anita want 

to travel around Australia with their daughter 
2 a package holiday for t he three of them 
3 to fly to Adelaide 
4 to travel out to Australia in July 
5 to stay for longer than three weeks 
6 to stay in Melbourne for twelve hours. 

3 Do you think the sa1es consultant did her job well in 
these stages? Why I Why not? 

• Language spot 
'Open' and 'closed' questions 

1 (;l listen again and complete the following questions. 

1 Can I you? 

2 Were you about a 1 

3 Where is daughter, by the , 
4 When did you want to , 



Z Which of the questions in 1 can you answer with Yes 

orNo? 

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 open ones. 

I Do you want to be in Australia for a month? 
2 Are you interested in visiting Sydney? 
3 Do you want to stay in hotels? 
4 Are you travelling in a group? 
5 Can you go in the autumn? 
6 Are you willing to pay a lot of money? 
7 Do you go there every day? 

» Go to Grammaz reference p.l22 

Speaking 
Investigating a client's needs 

1 Work in threes. Take turns to be the sales consultant 
and the customers. Sales consultant, look 
at p.lIO. Customers, look at p.115. 

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

3 When each conversation is finished, check that the 
information is correct. 

TRwel H ies ,ommlnlons 
Travel agencies receive 
commission for t he sale of 
different products. For package 
holidays this is usually 10%, far 
traveller's cheques 1% and far 
travel insurance 35-40%. 

Customer care 
Identifying needs 

CommiSSion on OJ 'tLkr: ~ 

used ta~aroundnbl."1 oS 

naw usua IIyO%.sot~~ 

agency charges tht- custorr'ie'< 

for th is sale instead. 

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. 

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

Z What other characteristics do you need to determine ~ 
How will you find theseout? 

TRAVELWELL TOURS 

Initial Enquiry Form 
Customer name 

Booked before with TT? Yes I No 

Contact telephone I fax / email: 

Holiday type: Adventure I Beach I Cruise! Family 

Historic I Nightlife I Tour 

Dates: Departure Return 

Size of party: 

Type of party: Married couple ! Family Friends Odm" 

Accommodation preferences: 

Meal preferences: 

Needs I Interests: 

Other requirements useful details: 
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It's my job 

Michaela Cambelovii 

Michaela Cambelova works in a busy 
travel agency in Prague. Think about 
the stages in the sales process. Find 
out which stage Michaela is best at. 

Q Michaela,what doyou like about 
being a sales consultant? 

A I like the contact with the clients. 
People are very different,and for 
me, finding out what each 
customer is like and what they 
want is fascinating. 

Q Whatskillsdoesa good sales 
consultant need? 

A Patience,psychology,anda 
comprehensive knowledge of 
the products available. 

Find out 

Q Whydo you need psychology? 

A You've got to know when a customer 
is ready for your help, when they 
need more time, or when they're 
ready to buy. 

Q And knowledge of the product? 

A Well,above all,you've got to know 
what's inside the brochures, and 
not just what's on the page. 

Q What do you mean? 

A Well, it's not the same talking about 
a place in a brochure as talking 
about a place you've been tO,orthat 
a client has told you about. You're 
only as good as the information 
you've got, so you need to read, to 

How good is the service in your local travel agencies? 
Think of a holiday or a journey you would like to go on. 
Visit a local travel agency and ask for information. 
During your visit carefully observe 

Title: 

Assessor: 

Agency: 

travel,and to keep in touch with your 
clients, 

Q What about the Internet for 
information? 

A It's reallyimportant.Butyou'vegot 
to find information quickly and 
efficiently. There's so much on the 
Internet that if your reading skills 
are pooryou'\I need all day to 
examine each site. And you haven't 
got all day. 

Travel agency quality assessment 

Put your name and contact details 

Put the name of the agency you visited 

1 the shop window(Attractive? Original? etc,) 
2 the interior (Organized? Spacious? etc.) 

Date of visit: Put the full date of your visit 

3 the greeting (Immediate? Warm? etc.) 
4 the sales consultant's manner(Friendly? Attentive? 

etc.) 
5 the result ofthe visit (As expected? Betterthan 

expected?) 

Writing 
A report on a travel agency 

Write up your experience at the local travel agency as a 
report. Use the following structure 

Address: 

Features: 

Result: 

Grade: 

Put the contact detai ls of your agency 

Write one or two sentences describing and 
evaluating the window. Do the same for the 
interior, the travel agent's greeting, and their 
manner. 

Write one or two sentences describing and 
evaluating the result. 

Give each fea ture a mark from 0 (minimum) 
to 5 (maximum) 

Window 0 
Manner 0 

Interior 0 
Result o 

Greeting 0 



Wh.r. do .. llltem to ""'trilla com. from? 
1 
2 
l 
4 
5 

New Zealand 6 Korea 
Japan 7 China 
UK 8 Malaysia 

USA 9 Germany 
Singapore 10 Hong Kong 

Listening 
Presenting a product 

1 0 Listen to the travel agent presenting two products 
to Karl and Anita, 

1 Which place does Karl want to visit? 
2 Which place does Anita want to visit? 
3 Which two tours does the travel agent recommend? 

Z 0 listen again, For each of the two tours 
recommended, note down 

1 the length of the tour 
2 the types of transport each tour uses 
3 the accommodation and meals included. 

Travel agencies 41 

J 0 listen again and complete the sentences. 

1 ... they have two in Australia that you ___ _ 
think about, in _________ _ 

2 ... full-board option with all the meals. But in were 
_________ ___ halfboard. 

3 Wellthen,whydon't you _______ _ 

the Australia's Best tour? 

• Language spot 
Suggestions and advice 

1 Match the expressions for advice on the left with 
pOSSible continuations on the right. 

1 In my opinion, you a I'd look on the Internet. 
should .. 

2 Have you thought b is to look on the Internet. 
about ... 

3 Howabout .. , look on the Internet? 

4 If I were you d look on the Internet. 

5 Why don't you .. , looking on the Internet? 

6 Your best option ... f the Internet? 

Z Now do the same with these expressions. 

1 Have you thought about ... a ... going in the autumn? 

2 HowabouL. b ... is to hire a car. 

3 If! were you .. . , .. taking the coach to 
the airport? 

4 Why don't you ... d ... takealookatthese 
brochures? 

5 In my opinion, you , ... I'd ask a travel agent 
should .. 

6 Your best option .. f ... travel overnight on 
the train. 

J Work in groups offour, 

Each person should think of two travel decisions a 
visitor to your country or region might want advitton. 

Take turns to ask your partners for advice. 

Give marks (a) for each different advice ~ressian 
used correctly, and (b) for each original piea of adnce 
given. 

» Go to Grammar refen.nce p.l22 
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Pronunciation 
1 Ii)) Listen to the letters of the alphabet and their 

pronunciation. Write them in the right column. 

Pronunciation 

l eII Ii:! lei l aII /:101 lu :1 

b o 

1 Practise saying the letters column by column. 

J Say the alphabet. 

Speaking 
Suggesting alternatives and making a 
recommendation 

fa :! 

1 Work in pairs. Take turns to be the sales consultant and 
the customers. Student A, look at p.llO. Student B, look 
at p.ns. Act out a conversation in a t ravel 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. 

1 Now think about your own area of the world. Your 
partner will be a customer who does not know the area 
0.\ Q.\\.ts\Q.'o\\<;,\\ 'tQ."?"?~Yrt., \I\."l./e.s\\%a\e. ne.e.d.", ;ro:a\.e. 
suitable recommendations, and then present pOSSible 
products. And don't forget to get your client's name! 

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

benefit (v) t o produce a good or 
useful effect 

(~reer (n) the series of jobs that 
sb has in a particula r area ofworl< 

upertls. (n) a high level of 
specia l knowledge or sk it! 

Reading 

myth (n) an idea or story which 
many people believe but that 
does not exist or is false 

valu. (n) sth that is well worth 
the money it (osts 

The impact of !hel"!e."e! 

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 a/Travel Agents (ASTA) is using the 
Internet to do this! 

1 Here are five popular myths about t ravel agencies. 

1 all travel 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 

Travel agents are just glOrified sellers of airline tickets. 

Travel agents are professionals who provide value by 
helping save time and money. They act as travel consultants, 
offering personal service for their clients. Clients who turn to 
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 wi ll replace the need for travel agents. 

When it comes to booking travel, travel agents are 
eX\lel"iex\C.ed ';lfofess\onals. 1" ravel a%ents sell 

87% of all cruises 
81 % of all tours and packages 



3 t ravel agencies are against travel products being on 
the Internet 

4 travel agencies are just shops that sell tickets for 
planes 

5 young people do not use travel agents 

Four of these myths are discussed in the ASTA article, 
Which four? 

Z What is the reality for each myth according to ASTA? 

3 How would you answer the fifth myth from ASTA's 
point of view? 

51 % of all airline tickets 
47% of all hotels 
45% of all car rentals. 

The Internet is a valuable resource, but it cannot replace the 
expertise, guidance, and personal service of a travel agent, 

Travel agents do not support use of the Internet. 

Both consumers and travel professionals beneHt 
from the Internet. The Internet gives travellers the ability to 
shop for attractive offers or packages. It has also helped many 
travel agencies, hotels, resorts, and other travel-related 
suppliers to grow by bringing in business through websites. 

Young people do not understand or value the services 
of a travel agent. 

Yes, they do. Of the people who use travel agents 

43% are age 35-54 
33% are Generation X and Y travellers, age 18-34, 

One of the winners of ASTA's and Hyatt Hotel's 'Best Practices 
Program' has made a point to educate students about the 
adventure of travel and of being a travel agent as a career. This 
process has made young people aware of the expertise required 
to be a professional travel agent. 
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Checklist 
Assess your progress in this unit. Tick (.I) t he 
statements which are true, 

I can investigate a client's holiday needs 

I ca n ma ke suggest ions and give advice to a 
new customer 

I can make a report on travel agency qua lity 
and fea t ures 

I can pronounce the lette rs of the a lphabet 
and spe ll a loud 

I can understand texts about t ravel agency 
work today 

Keywords 
Nouns 
advantage 
advice 
awareness 
benefit 
contact details 
feature 
foreign currency 
initial enquiryform 

Adjectives 
skilled 

Verbs 
browse 
convince 
establish (rapport) 

product 
rapport 
requirement 
sales consultant 
sales process 
travel insu rance 
visa 

investigate (needs, req uirements) 
present (a product) 
raise (customer awareness) 

Next stop 
1 How do you prefer to travel- by car, by coach, 

by tra in, by boat,.,. ?Why? 

Z What was the most uncomfortable journey 
you have eve r made?Tell you r pa rtner. 

3 If you could travel a rou nd t he world, but you 
could n't fly, how would you go? 
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6 Transport in tourism 

Takeoff 
1 Look at the map below. Which countries does each 

route pass through? 

Z Choose one of the journeys. What type of transport 
could be used on each stage? 

J Which route would you prefer to take? Why? What would 
you hope to doand see? Exchange ideas with a partner. 

Vocabulary 
Transport words 

1 Use words from the table to complete the text on 
'transport for tourism'. 

Method of travel Journeytypes Transport types Places and features Tourism professionals 

. " 
, 
• , 

'-
, , 

, ~~~ .. -1, 
". , , 

UlH PACifiC OCEAN 

Air 

Water 

Land 

-• 
• , -• -, 

flight 
(long. haul) 
(short-haul) 

cruise 
crossing 

ride 
journey 
drive 
tour 

NORTH ATlANTIC 

OCEAN 

SOUlH ATLANTIC 
OCEAN 

airplane I jet 
light aircraft 
helicopter 

cruise ship 
liner 
ferry 
hovercraft 
hydrofoil 

train 
coach 
bos 

'" 
motorbike 
bicycle 

: ARCTIC OCEAN 
'. , , , , 

f ...... ~-. - --- ... -
: ........... .1* -.-- ___ .. 

j~ "~ .. , 
; . , . SOUTHERN OCEAN 

airport 
termina l 
runway 

port 
harbour 
cabin 
pier 

station 
carriage 
terminus 
motorway 
track 

INDIAN OCEAN 

. ---~-------------------

pilot 
flight attendant 

steward 
purser 

guard 
driver 
conductor 
tour guide 

• 
• • , 

: .. -- -<-+- --

, 
'. -. 
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In th15 unit 
• types of transport and journeys 
• describing transport 
• comparing types of t ransport 
• 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 _____ ' 
international J, operating from large 
_____ '4, which in big cities often have more than 
one S building. But in some more remote 
places there may be little more than a small airstrip 
with only one simple 6 for planes to land 
and take off. At some tourist destinations air transport 
may include short transfers or sightseeing trips by 

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 9, and have a full range 
of services on board. They are looked after by a team of 

Z Can you add any more words to the table? Look back at 
the previous units. 

i Which sections would you put these words in? 
taxi marina 
ticket collector 
hire car 
captain 
freeway 
yacht 

jeep 
service station 
scenic route 
shuttle 
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 to and from destination only (e.g. international 
JUgh') 

2 at destination only (e.g. taxi ride from airport) 
3 as a main feature of the holiday (e.g. Sightseeing 

helicopterridej 

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, with a 11 in overall charge of 
tourist services. Ferry 12 are usually much 
shorter journeys connecting two pOints of land or 
going between islands. The ferries will stop at a large 
_ ____ 11 or a small _____ " 

Land travel is probably the most diverse category. It 
includes rail journeys by IS, departing from 
a large 16 and stopping at 11 en 
route. Passengers sit in separate 11 or 
coaches. The most common form of transport by road 
for tourists, if they don't have their own car, are also 
called l~. 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 will be a 21 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 predictions7 

Your country: Prediction Actual 

No. of city I town bus stations 

No. of city I town train stations 

No. of passenger airports 

No.of kilometres of road 

No. of kilometres of rail tracks 

No. of flights per day 
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Tranlport in the USA 
Number of cities or towns served 

by different transport types 

Percentage of person-trips 

(intercity) 

Bus stations 4,200 (" 80% 
Trainstations 600 Air 17% 
Airports 750 Train 1% 

Bus (BrE • coach) 1% 

Pronunciation 
1 ~ Look at the words about transport. Listen to their 

pronunciation. Write three words in each column. 

clean 
easy 

ten leJ 

ferry 
jet 

leisure 
plane 

see li:1 

safe 
scenic 

day ICII 

Z Which column has the shortest vowel sounds? 

train 

J Practise the words. Remember to make them short I 
long as appropriate. 

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

m 
craft 

hat Ire! 

drive 
fast 

guard 
gUide 

arm 10:1 

Vocabulary 

harbour 
ride 

five lal I 

Adjectives describing transport 

track 

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

boring exciting 
cheap expensive 
dean fast 
comfortable punctual 
crowded quiet 
dangerous safe 
difficult slow 
dirty uncomfortable 
easy unpunctual 

1 Choose three adjectives that describe what is most 
important for tourists when travelling. Are they 
different for different types of transport? 
Tourists wantplanes to be and, ___ _ 
but they don't want them to be ___ _ 

• Language spot 
Comparing things 

1 Complete these sentences with the correct form of the 
adjectives:Jast easy, or comfortable. 

1 Trains are' ____ than buses, but planes are the 

2 The, ____ way to buy a ticket is to go online. 

3 It's, ____ to travel first class than economy. 

4 Helicopters aren't as ____ as jet planes. 

5 Travelling by bus is usually less than 

travelling by train. 

Z What are the rules for comparing adjectives? Complete 
thetahle. 

Adjectives Example 

One syllable cheap 

Two syllables easy 
endinginy 

Comparing 
two things 

X is cheaper 
than Yor Y isn't 
as cheap as X 

Two or more 
syllables 

comfortable 

Irregular 
adjectives 

J In pairs, compare the following. 

ferries I cruise ships 
2 trains I coaches I cars 

Comparing 
more than 
two things 

Z is the 
cheapest 

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

» Go to Grammar Ieferenc:e p.l22 
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Th"",, 4 million miles 
(6.4 million kilometres) of r03d, 51,000 of 
which are'scenic' roads. 

There are 22,000 m iles 

Speaking 
What is most important for tourists when 
travelling? 

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

At the airport 

Quickcheck-in 

Good restau ra nts 

Thorough security check 

On a train 

Punctuality 

Interesting passengers 
to talk to 

Comfortable seats 

Z Discuss which you think are the most important 
features for a tourist on each journey. Put them in order. 

3 Compare your ideas with other groups. Give 
arguments why you think your order is correct. 
The most important thing on a coach journey is .. 
Comfort is more important than because .. 

Customer care 
Exceeding expedations 

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

Do you agree? 

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 I 
river, rail, and road. 

(35,400 kilometres) of train track. 

There are approximately 25,000 fl ight s a day. 

On a long coach journey On a four-hour ferry crossing 

A window seat 

On-board toilets 

Safedriver 

Listening 

A private cabin 

Opportunity to buy 
tax-free goods 

Calm sea 

Transport systems and cable cars in 
San Francisco 

(a) Listen to the recorded information line on transport 
(ArnE - transportation) in San Francisco. 

Which of the following transport types does the 
information tine describe? 

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

2 Complete the information sheet on cable cars. 

FACT SHEET ""t ;otmd"ced __ _ 
Numberoflrnes: _~.~.~ .. __ 

Hours of operation: .................................. _ ... ____ _ 

Days of operation: ...................... _ ......... _ .... ___ _ 

Cost of single journey: ................. ~ ... _ .. . 

Board at: ................................. ~ .......... _ ... _. ____ _ 
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Amtrak has 68,000 passengers per day. 

which means 25 mill ion passengers peryear. 

Amtrak was established in 19n with 25 employees; 

it now has 22,000 across the USA. 

Reading 
San Francisco transport t imet ables 
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 ,OURS 
. _I-nd .... ;1<>1\ 01 A1calfaz. 

V· ., the fomoul 1>'" ~ 
,II -b" by ferry 

only occe", "' 

'Ui#nw OepGrtAkCltnls 

.... rt Pier 41 9 50 0m 1:15pm 
'2:15"'" 1:45pm O ..... . 10:35 am 

9:3 am 12:45 pm 2:15pm 
10:1 5am 11 :IOam 

1:15pm H 10:45 om 1 I: ..... am 
lL15am 1,45 pm 12:15am 

215pm 2 4'~ 11 :45am I: r'--

2:45 pm 
3:20pm 
3:50pm 
4;30 pm 

.!) il avoilgble lor 
l Ey Access Tran~po ble !awglk • 5EAT 15l1s!a inab e . o. mobility need who a.e una 

A CCI U
h
, I. ~-~ visi!ors WI!~ a heeIc a ir use yng _ ~_ h" 

w '111 12%9''''''' I . 
Ihaoqoo<* ..... ' • h 

up flC(IfIed by an cxlu . 
Chjldrfln lind..- 14 mu~ be 

n o 
4I,·,ill.f.jjil 

9:15am 2:15pm . lhuIM Of lhaooplionlO.etufn 
. nc\udeSf()\l"d·,,,p bus . the woods '''''i Waexls Poc.kc:oa- I and 45-60 minlllM In " , . 1M 50usalila ferry 

IOPiel4 -

. !ely 3 5 haun . L 
laIal 1Cl\I. !eng"" apprl;l~"ncl ' W1IQt\Ief: cl>eck wim 

doe IlOl ope,g!$ during ;ncleme~~ No bicycle. or 
Mui, Woads T~r_ . .J'for schedule. 5.e<vice dog. 1;1 • 

!icke! baoIh on ""'1'" 
oa/ef' gIIow.d. 

[liJ 
BART (Bay Area Rapid Transit): 
Servicel between downtown San Francllco and 
SFO (San Frandlco International Airport) 

Trains depart every IS to 20 minutes and take 
approximately 30 minutes. - 0. ...... 

SFa PowellS! PowellS! 
W_ kday. FIrst 4:10am 4;39am 4;57om troin 

tn., 11:51pm 12:20 am 1;04 am !rain 

Sa turday First 6:05am 6:34am 6:34am train 

tn., It5l pm 12:2O am 1:04am train 

Sunday First 8:05am 8:34 am 8:290m train 

Last 111 11;51 m p 
Im'n 

12: 20 m Q 1:04am 

Hot_ 

8!cyclee are not a llowed during I1Jsh hours 
FI"8I parking-lsavo:!!able at mor;t BART atatlons 

D1.oaunt fa,... avaUabJe to _Ilie,,-.. and PIOpia with d!eabUide. 

SFa 

5:27 a m 

1:34am 

7;04 am 

1:34am 

9;04 am 

L34am 

Ll[jj)aIT0~ aIT0~[i) 9@IT\'7~ffi@9 
between l05 AngeJe5 and San FranCISco 

losAI1,elH 

Bakerslie ld 

Bakef$field 

Fresno 

F,..sna 

Stocktgn 

StQ(!klg" 

EmerywlU. 

D., 
A" 

0., 
A" D., ,,, 
0., 
A" 

1:25a 

4 :40a ... 
1011 

4;55. 

6;46. 

6:501 

8 :54a 

8 :5a. 

10:43. 

7;45. 10:45a 

lO:ooa 1 :00p ... .... 
#713 "715 
10;15a 1:15p 

12;16p 3:16p 

12:20p 3:20p 

2;26p 5:26p 

2:30p 5;30p 

4:13p 7:13p 

EmetywHle Oep 10:47a 4:17p 7:17p 

San Francisco Arr 11 :201 4:50p 7:40p 

1:15p 

3:30p .... 
"717 

3:45p 

5:46p 

5:50p 

8;01p 

8 ;05p 

9:48p 

9:52p 

10;15p 

Note' Se..... )perate dill,>,. B)'( n be ca, od or 1I"a11lS. 

8u$H have 51 ne bicycle space but thiS IS Ilmlted_ Special d,seounts lor 
'requent ndltr, 



1 

Z 

Which trip (or trips) 

1 is by ferry? 
2 runs every day? 
3 involves more than one form of transport? 
4 provides special transport for people in wheelchairs? 

5 offers cheaper fares for the elderly or disabled? 
6 offers cheaper tickets for people who travel a lot? 
7 allows bicycles? 
8 does not allow bicycles? 
9 does not operate in bad weather? 

10 allows dogs? 

Match the two halves of these exchanges. 

1 Where does the ferry 
for Alcatraz leave from? 

2 Can I take my bicycle 
on the ferry? 

3 How frequent are 
theferries? 

4 When is the last 
ferry back? 

5 How long does the 
ferry take? 

a It leaves at 2.15. 

b It takes about 20 minutes. 

c No, they're not allowed. 

d It departs from Pier 41. 

e They leave approximately 
every 30 minutes. 

• Language spot 
Describing a timetable 
A number 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. 

1 Can you find other examples of these language areas in 
the listening on cable cars? look at the listening script 
onp.H1 
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Z Complete this paragraph giving recorded information 
on the Alcatraz ferry selVice. 

Ferries for Alcatraz 1 apprOximately 

~ __ --,l 30 minutes. The first ferry ~~~_ 

_~~---,4 Pier 41_~~_s 9:30 a.m., and the last 

ferry is 6 7. Return ferries run 

throughout the day. The last ferry a Alcatraz 

_~~~9 10 p.m. Services are _~ _ _ " 

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

_~~~12 take bicycles or scooters on tothe 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. 

1 Think of questions you can ask a travel information 
officer about 

• times and frequency 
• first and last services 

• routes 

• facilities (e.g. for 
disabled people) 

• bicycles, etc. 

2: 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. 

J 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 
• A brief description of each of the different types of 

transport, including advantages, frequency. ~ r£ 
operation, and any restrictions and regula:nons 
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Where in the world? 
1 Look at the picture of a modern cruise ship. Find 

1 five places where passengers can eat or drink 
2 four sporting activities passengers can do 
3 three places that are suitable for children 
4 two places where passengers can dance 
5 one place where you would most like to be. 

:I Which of the facilities do you think you would use 
most as a passenger? 

J In which of the facilities would you most like to work? 

4 In which ofthe facilities would you least like to work? 

Sundaes ice 
cream bar 

Atlantic Blue 
youth area 

Marco Polo 
Italian 

restaurant 

Pacific Blue 
spa 

Rock climbing 
wall 

Atlantic Blue 
swimming pools and 

water slides 

Jogging 
track 

Boutiques 
(d uty-free 
shopping) 

Casino Royale 

Champagne 
b" 

-

playroom 

Cybercafe 

Pools and 
whirlpool 

Pacific Blue 
fitness 
centre 

Captain Cook's 
dining room 

Flinders 
dining room 

Sports (OlJrt 

Hit the Decks 
nightclub 
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Listening 
A cruise ship worker 

1 Work in pairs. Discuss the questions. 

What do you think it is like to work on a cruise ship? 

2 What would the living conditions and hours be like? 

3 What do you think are the advantages and 
disadvantages of worldng on a cruise ship? 

1 (ilUsten to Steve Fairclough from Manchester and 
answer the questions. 

What jobs and training did he have before working 
on a cruise ship? 

2 Apart from a letter, what two things did he send 
when he applied for a }ob? 

3 Where did he join his first cruise ship? 

4 What does he say are the disadvantages of the job? 

5 What are the advantages? 

The Greens golf 
course 

Sparklesdancing 
lounge 

piano bar 

19th Hole 

Theatre 

Amerigo's 
fast food 

Checklist 
Assess your progress in this unit. Tick (.I) the 

statements which are true. 

I can discuss and compare different types of 
transport 

I can discuss customer preferences when 
travelling 

I can understand and describe timetables 

Keywords 
Type of transport 
cable car 
cruise ship 
ferry 
hovercraft 
jeep 
shuttle 
yacht 

Other nouns 
cabin 
carriage 
marina 

Jobs in transport 
conductor 
guard 
purser 
steward 
ticket collector 

motorway (AmE '" freeway) 

runway 
service station 
termina l 
terminus 
track pier 

Next stop 
1 Have you ever stayed in a hotel or other form 

of tou rist I traveller accommodation? Where 
and when?What was it like? 

2 Whatdoyouthinkarethebest 
and worst jobs in a hotel? 
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Writing bank 
1 Personal 
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 
with a cv. 

1 Read the personal statement for 
Gabriela Cometa. 

Which of these jobs doyou think 
she would be interested in? 

hotel receptionist 
children's entertainer 
flight attendant 
tOUT gUide 
nanny 

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

2: Write a personal statement for 
yourself. 

Name: Gabriela (ometa 

I am interested in tourism because it is an exciting}- Describinggeneral 
industry and it will give me the opportunity to interests 
travel to other countries. 

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

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

L Describingspecific J Interests 

Desnibing skills and 
qualifications 

I have had some training and experience in }- Describing 
tourism already. This includes an initia l tourism experience and 
training certificate, and experience with child care. training 

I need to improve my English language skills in a 
number of ways. I need to get more practice at 
speaking English. Mygrammar is good, but I need 
to use it more fluently. I also need to learn 
vocabulary for tourism. 

Name: 

I am interested in tourism because .. 

The sector of tourism I want to work in is .. 

Myskills and qualities include the fol lowing: 

}-

Describing language 
abil ity 

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

r need to improve my English language skills in a number of ways: 



:z Letter of 
application 

1 Read the letter of application. 

1 What job is she hoping tofind7 

2 What pOints does she include 
from her Personal Statement? 
AIe there any extra ones? 

1 Look at the 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 Activity C.!l"'~f 
59 George Street, Edinburgh EH2 2LQ 

Multi-activity day and residential 
camps for children aged 5 to 16 
throughout the UK. Positions 
available: Camp Directors, Assistant 
Camp Directors, Qualified Instructors 
(archery, swimming, football, and 
tennis), Accommodation and food 
provided. Must have all round sporting 
ability and be enthusiastic. Approx 40 
hours per week. The work is hard but 
good fun and very rewarding. Overseas 
applicants welcome. 

Builin. Skyline Bognor Regl. 
Bognor Regis, West Sussex POZ' 1JJ 

Summer staff required for variety of 
positions in following departments: 
Guest Catering, Accommodation, Sports 
and Leisure, Security, Retail, Nursery, 
Enterta i n ments, Fu nfai r, Ad min istration, 
Lifeguards. Competitive rates of pay and 
benefits. Training available. 
Accommodation available. 

The Manager 
Sunnyside HolidayCamps 
Ipswich Road 
Kessingland 
Suffolk NR3 7JN 
UK 

1S AprilZ006 

DearSirorMadam 

Gabriela Cometa 
via Statuto 246 
Miianl008 

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

I am eighteen years old and I am currently studying for a Diploma inTourism 
at the College ofTravel and Tourism in Milan.1 have also worked as a part-time 
assistant at a local nursery. I am fully experienced in looking after babies and 
young children uptothe age of twelve. I am able to help with babysitting, 
preparing children's meals, and organizing activities. I enjoy looking after 
children and I like working as part ofa team. 

My mother tongue is Italian and I have a good spoken level of Engl ish. I also 

speak a little French . 

I would be grateful if you could send me details of any available positions, 
including an applicatioo form. 

I look forward to hearing from you. 

Yours faithfully 

Gabriela Cometa 

Address of company 
you are writing to 

Date 

DearSirorMadam 

I am writing to .. 

Your name and address 

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

A highly-focused company concentrating on two growth markets
hotels and health and fitness. Vacancies for Wailing Staff, Room 
Attendants, Porters, Bar Staff, Commis Chefs, and Casual Banqueting 
Staff. 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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:J Email to a client 
1 Look at the email. from: II MURAKAMI. Hiromi <murakamih@osakatravel.com> 

1 Who is it from who is it for and , , 0 , " , " 0 a, . 
what is it about? • Cc: II TAJ INO <taji no@osakatravel.com> 

2 Where is the client travelling to, I URGENT: Fl ight details Tokyo to lima and when will the client get 
• Subjed: 

Io' II Abdh I Kabood a d <kabood a dabd3@h tm 'I com> 

back home? 

3 What three things does the • 
• Dear Mr Kaboodvand 

client have to do now in .----- • Following your instructions in our telephone conversation of this morning. 
response t o the email? I have made enqu iries about your flig hts details. These are: 

z Mr Kaboodvand has repli ed saying Outward journey (14th, December) 

that he cannot l eave Lima until • JL5016 
Wednesday morning. There's a Dep: Tokyo Narita (NRT) 17:25h 
flight at 14.30h on the Wednesday. 

Arr: Los Angeles (LAX) 10:00h 
Email him to ask him to confirm 
that this flight i s OK for him. Code Share Flight wi th M (American Airlines) 

Remind him that he still has not M601 

told you if he wants a paper ticket Dep: Los Angeles (LAX) 12:30h 
or an electronic one. Arr: lima (UM) 23:50h 

Send a copy of ema ils to people 
Return journey (T~esday 19th December) 

who should know about the I- M948 

content. Dep: lima (LIM) OO:15h 

Make sure the subject line 
Arr: Dallas! Fort Worth(DFW) 06: 17h 

describes the content of the email f- JL5011 

clearly. Dep: Dallas! Fort Worth (DFW) 10:10h 

Do not address a client with 
Arr: Tokyo Nanta (NRT) 14:40h (Arr next day) 

informa l greet ings like 'Hi' or I-- Code Share Flight with M (American Airlines). 

'Hello'. Use 'Dear'. I . 1 have reserved a seat in your name, but I need to confirm this within the 
next 48 hours. To make the confirmation I will need your fu ll name and 

Always refer to previous your passport number. 
communication with the client. r I also need to know if you are happy with an electronic ticket, or if you 

want me to issue a paper ticket. 
Organ ize your text so that it is 

I look forward to hearing from you. easy to read. Leave blank lines 
between different parts of your • Vours sincerely 
message. Hirami Murakami 

If the client has to respond to your Assistant to Sumire Tajino, Managing Director 
• 

email, tell him I 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 
subj ect line. 

Use 'Yours sincerely' when you 
know the client 's name. If you 
know the client quite wel l, you 
can use'Kind regards'asan 
alternative. 



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. 

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

Z Imagine you work in Travelweb. 
You have just been talking on the 
phone to a regular 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 
can do to help 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 to ring her 
and try to get her to help you. 
Email your boss, Elaine, and ask 
her permission. 

Erom: II Cathie Bailey <cbailey@travelweb,com> 

To: II Elaine Watts <ewatts©traveiweb.com> 

c" II 
Subiect: '"I A"-cc-o-m-m-od~'~t~;o-o~;o""""H-ao-o~;~to-'~P~,o~f-es-s-o-, ~J'-C-07b-'------" 

Dear Elaine 

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

Do we have an alternative hotel that we use in the City that I 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, I have a friend who knows the ci ty very well. Would you give 
me permission to get a recommendation for a good hotel from him? 

Many thanks 

Cathie 
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5 Email to a 
colleague 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: J I Cathie Bailey <cbailey@travelweb.com> 

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

CO II 
Subject: CI A~c~c~o~m~m~oc=a~t;"o7'~;'~H~a~,~o"; ~fO"f "Tf=a"ve~lw=eb"'V"IP""---~---': 

Hi Russell 

How are things? Busy as a,",ays I guess! 

Russell, I've got a small problem at work and I thought you might be able 
to help. We've got a VIP that we usually book into the Guoman in Hanoi, 
but 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 
big 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. 

'" Built in 1918. this French colonial -style building has been recently 
renovated and now offers SO quiet guest rooms with excellent 
views over the nearby gardens. 

'" SO rooms and suites equipped with AC. satellite 1V. in-house 
movie. 
(DO phone. mini-bar. music system. and executive desk. 

'" Deluxe: 38 large. elegant rooms with garden and city view. 

'" Suite: 121arger rooms. double view of garden and city view. 

Room 
Deluxe 
Suite 

Single 
US$4S 
US$SS 

Restaurants and other services: 

Double 
US$SS 
US$6S 

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

'" Internet. email service available. 



6Fax 
1 Sometimes a fax can be more 

useful than email. Read the fax 
and answer the questions. 

1 Who is it from and who is it to? 

2 Where do these people work? 

3 Why do they know each other? 

4 Why has a fax been used? 

2 You work for Globe Travel in 
Birmingham. You need to send a 
map of the location of his hotel to 
Mr Stuart Hosfield, a client. You are 
also going to send him a copy of 
his hotel voucher, and you need 
him to tell you ifhe wants a 
smoking or a non-smoking room 
in the hotel. Prepare a fax cover 
sheet. Mr Hosfield's fax and phone 
numbers are 0121456 1784 and 
01214561766. 

FAX. COVER SHEET 

To: Globe- Travt...!, 5nt.~+it.1d Mta;1\ O++iu 
From: Savi .... o::1 K.tw.ar 

Attent ion of: AI\I\a H~SoI\ 

Date: 25 Nov OJ, 

Fax number: 011 ~ 2.3b 2.bSS 

Phone number: 011 ~ Z3b 2.bS'f 

Total pages, including cover sheet: ~ 

Comments: 

GLOBE TRAVEL 
23, Cotteridge lane 
Birmingham B12 2HX 

Tel: 0121-485-1478 
Fax: 0121-485-1480 

HU't.. art. .f-kt.. f{,r-u paqt-S 0+ .f-kt.. edl41ards ~ fu+ 

lj0tl ~t.J, 1-t-rit.J Scal\l\il\t] f{,t,IIA.f-o lfOti ou-l- i.f- didl\'.f-I41ort. 

ThU't.. art. s.f-tl! SOtv.L .f-hilttJS wktrl. qood otd +a'('t..s art.. ~.f-+U' 

.f-/taI\ tA\((A11I 

Wilt Sl.l\d Z or '3 +llH broc.kt.rt.s +0 lfOti asap. 

&5+ 

Savi.f-a 
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7 Messages and 
memos 

1 Read these messages. 

1 Which one is 

a a text message from a 
mobile phone? 

b a typed internal memo? 
c a handwritten telephone 

message? 

2 Which one has a problem with 

a a fax? 
b a delayed train? 
c people not checking their 

emails? 

3 Find abbreviations for 

a as soon as possible 
b concerning I about 
c November 
d See you 
e Meeting 
f Curriculum Vitae. 

.z Write the messages from these 
notes. Decide if it should be a 
memo, a phone message, or a text. 
Make sure you include two of each 
type. 

1 Any ideas forthe hotel end of 
season staff party? 

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 John needs 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? 

G ATTrovel 
Me mo 
From: Peter Halford 

To; All staff 

Date: 19 Nov 2006 

Re: New tours 

Just a reminder to you all that we are launching a new range oftours for the 
18 to 30 age group next season. Please make sure you are all familiar with the 
tours, the details of which are attached to the email I sent to all departments 
last week, but which I don't think some of you have looked at. 

Can you also please make sure you check your email regularly? 

Peter 

Telephone message 
For: Gr't..q 

Time: 10:00 Fridatj 

OoMM phOl\.tJ. Cal\. tjou carr kim bad:: 

asap? I·es abouf -f"ke. cV tjou +a'{e..d 
ove.r - ke. cal\. \ -f" re.ad i-f". 

Taken by: Ale.'{ 

[l] 

Message 1 

TRAIN DElAYED. 
BEATMT65. 

OJ. SIMON 



Personal stateme nt (p. 52) 

1 children's entertainer or nanny 
2 friendly,hardworklng.creative, 

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

Z Letter of application (p. 53) 
1 children's entertainer or nanny 

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

:J Email to adient (p. 54) 

1 From: Hlromi Murakami 
For: Abdhol Kaboodvand 
About: Flight details Tokyo to Uma 

2 Uma; 14.40 on 20 December 
3 send his fuJi name; send his passport 

number; confirm ifhe is happy with 
an electronic ticket 

1 POSSible answers 

De .. r MrKaboodvand 

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: 
Rerum journey(Wed 20th Dec) AA950 
Dep: lima (LIM) 14:30h 
Arr: Dallas/Fort Worth (DFW) 20:35h 

lLS013 
Dep: Dallas/Fort Worth (DFW) 22:lOh 
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. I also need to know if you 
want an electronic ticket or a paper one. 

I look forward to hearing from you. 

Yours sincerely 

4 Email to one of your bosses (p. 55) 

DearElaine 
I am sorry to have totell you that ... 
would you prefer meto .. 
Would you give me permission to .. 
Many thanks 

2 Possible answer 

DearElaine 

I have just been talking to Dr leshem.1 
am sorry to have t o say that he made a 
mistake with the dates he gave me for a 
flight I booked for him. I have already 
issued the ticket, and the conditions do 

Writing bank key 
not officially accept changes. I know that 
Dr Leshem is an important client so I am 
not very sure what to do. 

Technically he should buy a new ticket. 
However, I 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 

5 Email to a colleague at work (p, 56) 

1 Hi Russell 
How are things? Busy as always I guessl 
Russell, I've got. 
Best 

2 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 arel 
For your client ,l recommend t he three
st ar lucky Plaza Hotel. It's located in the 
centre of Hanoi, in a qu iet part of the old 
quarter. It's an o ld 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 t hese will be best for your 
client. The deluxe rooms are S55/night, 
and the suite S65. Not too expensive. 
Hope this helps. 
Best 
Russell 
(P.5. When are you coming to see us?) 

6 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 Savita couldn't scan the pages to 

Anna by email. 

2 Possible anMel 

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 
or a non-smoking room? I need this 
informat ion to complete the booking. 

Yours sincerely 
Edward Ho 

7 Menages and memos (p. 58) 

1 1 .3 b 1 <2 
2 .2 b3 ,1 
3 a asap bR, cNov 

d CU emtg fev 

2 Possible answers 

I Memo 
From:lason Masters, manager 
To:AlIstaff 
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 sU8Bestions. 
last year we had a great karaoke 
evening, but perhaps we could do 
something d ifferent this time. 

2 (text) 
Sorry u can't do lunch. Tmrw 1l00? 

J (memo) 

Memo 
From: Peter Halford 
To: All staff 
Date: 19 Nov 2006 

Re:5ecurity 

ATTravel 

We have had a numberofthefts recently 
from people walking Into the office. I 
would like t o remind you all to be extra 
careful about security. If you see anyone 
acting suspiCiously please go over and 
talk t o them. 

4 Telephone message 
For: Peter 
Time: 14.00 
Zurich office phoned ~ when were the 
brochures sent out? Can you (all back 
before 5 p.m.? 
Taken by:Alex 

5 (phone message, but could be a text) 
Telephone message 
For; Frank 
TIme 14.30 
John phoned. He needs your mobile 
numberasap. 
Taken by:Alex 

6 (text, but could be a phone message) 
Good lucklloveMum xx 

7 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 

TakeoH 
1 Make a list of different types of tourist accommodation 

in your country. 

.2 Which of these have you stayed in? 

J Tell your partners about the best I worst I most 
unusual accommodation you have ever stayed in. 

Vocabulary 
Types of accommodation 

1 Match the pictures to the different types of 
accommodation. 

apartment 
bed and breakfast 
campsite 
caravan 
chalet 
country house 
cruise ship 
farmhouse 
guest house 
hostel 
hotel 
lodge 
log cabin 
motel 
motorhome 
mountain refuge 
university hall of 

residence 
villa 

Z which of these types of accommodation do you have in 
yourcountryl 

J Think about each type of accommodation. Is it serviced 
(meals are provided) or self·catering (you cook your 
own meals)? Discuss this in pairs or groups and 
complete the diagram. (Hint: Some types will fit into 
either category. Put these into the shaded area.) 

4 Now repeat your discussion, but this time categorize 
the different types of accommodation as 

1 urban or rural 
2 static or mobile. 

Make a new diagram for each discussion. 

Find out 
Go to the Internet or your local tourist information 
office. Find serviced or self-catering accommodation in 
your area that would be suitable for 

1 a family (two adults, two small children) on holiday, 
but with a limited budget 

2 a business traveller staying in your area for three 
days for a conference 

3 a retired couple who want to see the important 
monuments in your area 

4 a student like you. 



Reading 
What makes a good hotel? 

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

2 Look at the hotel web pages. which hotel 

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

EL HAN A BEACH 
Tunisia 

Officio! Rating - 3 * - Bed and Breakfast / Half-board 

A camforta b!e, 3-star hate! situated in a garden of palm trees, 

nexllo the love!y Sousse beach a nd within walking distance of 

the Medina. 

Accommodation 
Twin and fa mily rooms that ca n 

accommodote up to .4 guests. 

Madern furnishings with bright 

colours. Air<:onditioning, 

te!ephone, private bathroom with 

We. Bakony with partia l r.ea 
view. 

Facilities and Services 
The main restaurant in the hate! 

serves a large Americarrstyle 

breakfast buffet a nd dinner buffet. 

There are 3 indoor bars and a 

comfortable snack bar. 

13a{[yma{oe 
Cork, Ireland 

Ballymaloe is a large country house on a 400-acre fa rm 20 

miles east of Cork. City, Ireland. The hotel is fa mily run. 
Guests enjoy comfortable accommodatio n and an award

winning restaurant in pleasant rural surroundings. 

BaJlymaloe is 5 km from severa l seaside villages that 
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In this unit 

• types of tourist accommodation 
• hotel services a nd fac ilities 
• describing location 
• taking accommodation enquiries and bookings by phone 

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 

modem ambience. 

The hotel features 33 1 rooms 

and suites decorated in three 

imposing and original designs. 

With I I excellent meeting 

rooms, our hotel can 

accommodate 400 in the new 

ballroom and 300 for lunch or 

dinner on the rooftop terrace. 

IdeaJly 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 fr04" 
the train station. 

provide fi s hing, bath ing beaches, and beautiful diff~ 
Hotel facilities include an o utdoor swimming pooI. ___ 

golf course, te nnis court, woo dland wa lks,.ncI. d 7 P a 

play area. The re is often live mus ic in the en .... 
Ho lida y I vacation and small conference WN& 
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Worldwide capacity of hotels and similar establishments reached 

an estimated total of 17.4 million rooms in 2001, 

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. 

a air conditioning 
b baby sitting , beauty parlour 
d boutique 

~ 
e car park 
f conference facilities 

~ • 

cb 
g safe box 
h direct dial telephone 
i gymnasium 
j hairdryer 
k internet connection 
I jacuzzi 
m laundry service 
n minibar 
o outdoor swimming 

pool 
p payTV 
q radio 
r restaurant 
s satellite TV 
t room service 
u wake-up call 
v sauna 
w seaview 

Z In your opinion, which are the five most important 
hotel services and facilities in 

1 a hotel for business people and conference 
delegates? 

2 a holiday hotel complex on the coast? 

3 a small hotel in the countryside? 

J Explain your choice to your partner. 

• Language spot 
Describing location 

1 Look at these phrases. They say where the El Hana 
hotel is. 

EX.AMPLES 

in a garden of palm trees 
next to the lovely Sousse beach 
within walking distanceoftheMedina 

Find similar phrases forthe other two hotels. 

Z 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. 

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

» GotoG:rammu:referencep.123 

Speaking 
Giving information about hotels 

1 Work in 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 t ravel 
agent and ask about 

1 the location of your hotel 
2 hotel restaurants 
3 facilities and services for your children 
4 car rental 
5 night-time entertainment. 

Z Now change roles. Student S, you are the travel agent. 
Look at the information on p.ll? 

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

1 the location of your hotel 
2 access to the financial district of the city 
3 business facilities and services 
4 access to the airport 
5 restaurants and bars. 



prorlt~ble (adj) that makes money 

pitch (nJ a place to put up a tent 

ieilionillity (nJ 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 
popu lar wherever the weather i s good. 
But are they the most relaxing places 
to work? 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 WeH,originallywewere farmers, 
but in 1989 some friends 
suggested that a campsite would 
be a profitable business here. 
Tourism was just becoming 
popular in the area then. 

Q And how many places does the 
campsite have now? 

Listening 
A place to stay 

A Right now it's got 140 pitches. 

Q How many people is that ifthe 
campsite's full? 

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

Q So with a campsite, there is a 
certain amount of seasonality? 

A 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. 

Q How many people work here in 
August? 

A Ten people, more or less. 
Sometimes more. 

Q And what do they do in general? 

A Let's see ... cleaning, helping in the 

1 (;) Listen to these people asking (or accommodation. 
Which type o( accommodation is each speaker looking (or? 
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restaurant, reception duties, looking 
after the shop, and helping in the 
kitchen, of course. Then there's the 
swimming pool, which also needs 
qUite careful maintenance.Andwe 
need a person to look after the 
washing machines and dryers,and 
to clean the wa5hing room5, the 
sinks, and the showers. 

Q When you decide toemploy 
somebody in the campsite, what 
doyou look for in that person? 

A Well, above all honesty. Next they 
have to be able to get on with 
people, Campers are very nice 
people but they are very different 
one from each other. And you have 
to know howtowork in a team. 
That's essential. And no bad habits! 
A non-smoker! 

Speaker Type Number I guests length of stay Other details 

Richard 

Susan 

Radka 

1 (;) listen again. How many people is each enquiry for, and fOJ how long? 

3 (;) I( necessary, listen a third time and note any specific details of each call. 
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budset (adj) very cheap 

bud,et (n) a plan of how to spend an 
amount of money over a particular period 
oftime 

chic (ad j) fash ionable a nd elegant 

unriva lled (adj) much better than any 
otherofthe same type 

Reading 
Accommodat ion in Scot land 

Vocabulary 

1 What types of accommodation would you expect to 
find in Scotland? Make a list with your partner. 

Describing accommodation: adjectives and 
nouns 

1 You can have a metropolitan hotel but you cannot have 
a metropolitan cottage. Why not? 

2 Read the website for Scotland. 

How many different types of accommodation does 
it offer? 

2 Match adjectives from A with nouns from B. 

A B 

2 Which type of popular, budget accommodation is 
not mentioned on the website? 

1 
2 

five-star a apartment 
country b bed and breakfast 

3 Which are the most unusual types of 
accommodation mentioned? 

3 
4 
5 

converted c cabin 
budget d cottage 
friendly e farmhouse 

4 Which of the types of accommodation on the web 
page attracts you most? Why? 

6 
7 

metropolitan f guest house 
medieval g hostel 

Popular locatjons 
Aberdeen HOlels 

Aviemore HOlels 

Oundee HOlels 

Edinburgh Hotels 

Bed and Breakfast Edinburgh 

fori Willi am HOlels 

Glasgow HOlel$ 

lnvemess Holel, 

Loch Lomond Hotels 

8 modern h hotel 
9 self-catering i motel 

10 stylish j villa 

J Which adjective can describe most nouns? Which 
adjectives combine with only one of the nouns? 

4 How many meaningful combinations can you make 
with two adjectives and anoun? 

EXAMPLE 

There is a huge range of modern, budget hotels in 
London. 

Oban Hotelsand Bed and Breaklast 

Pillochry Hotels and Guest Houses 

Hotels in St Andrews 

5 Choose different adjective-noun combinations and use 
them to write sentences to describe accommodation 
you have stayed in as a tourist. 

A Warm Welcome Guaranteed 

Scotland's unrivalled range of holiday 
experiences is matched only by the variety 
of quality accommodation on offer. 
Whether for a short break or a longer stay, 
you'll be able to choose from chic 
metropolitan hotels and stylish country 
houses to fr iendly bed and breakfasts and 
comfortable self-catering apartments. 
Search our wide range of accommodation 
in Scotland to plan your perfect trip. And 
for something just a little out of the 
ordinary - perhaps a converted church, a 
former lighthouse, or even a medieval 

castle, there are plenty of opportunities 
available to 6re your imagination. 
Alternatively search our unrivalled array of 
self-catering in Scotland. Whatever your 
budget or itinera~ , you can 6nd your ideal 
place to stay using the online 
accommodation search facility or by 
getting in touch with our contact centre. 
All establishments have been inspected 
under the Visit Scotland Quality Assurance 
scheme and of course, a warm welcome 
and true Scottish hospitality come as 
standard. 



reltored (adj) put back into its 
former condition 

Iteeped in (adj) having a lot of, 
fullofsth 

surroundln" (n) everything 
that is near or around you 

Speaking 

siHpin, bl, (n) a large soft bag 
that you use for sleeping in 
when you go campln8, etc. 

...... at .... 
Type: lee I Igloo 
Location: Finland 

• 

Unusual accommodation 

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

1 Look at the hotel descriptions. which hotel is the most 
unusual? 

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

J If you can, go to 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. 
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5 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[nameofstructureJ. This isa natural; built 
structure in an urban; rural setting, 
We are going to make serviced; self· catering 
accommodation and its 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'unusuai' accomrnodationif you can 

find one (ifthere is no unusual accommodation in your 
area, include your idea from the 5peakmg activrty 

• where you can get more information (websI:~ ~ 
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Listening 
Taking a reservation by telephone 

_ J II ••• , ...... ,. £:j 

Guest Profile l1li 
Surname _ 

R ... rvation 

~rival 

Qeparture 1!. __ ~.J 

Room Ttll e ' __ .I 
~-~ 

-" Rooms I : 1 ......... • ..... 19 • Ad .... • 
ConI .... 

Vma --" l=====! - 1.-___ ...1 Mastercard 

AmEx -- I~ 

1 r() 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 r() listen again and fill in the missing information. 

Pronunciation 
1 r() listen to the receptionist again. In each question or 

phrase, underline the word that is stressed most. 

1 Can I helpyou? 
2 Would that be a single room? 
3 Would you prefer a twin ... 
4 ... ortwo singles? 

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 What name is it,please? 
2 Could you spell that, please? 
3 Could you give me the number of the card? 
4 Is that Visa, Ms Steinmetz? 
5 Could you just tell me the expiry date? 

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

Customer care 
Smile on the phone 

J 

I1J 

Taking rout ine phone calls can be boring, but often a 
phone call is the first contact a guest has with a hotel, 
and gives a first impression. 50 smile as you take the 
booking.The caller will notice the smile in you rvoice 
and respond accordingly. 
Hotel Troining Manual 

Try this experiment. Work with a partner. Stand back 
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 Work in 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. 

Stole nome of hOlel. State own name. Greet client. 

Q 
Determine client's room needs - doles, number of guesl{sl, 

number of rooms, room type{s) 

0-
Double check dotes and needs 

Q 
(heck availability 

(l 
Toke client 's name 

(l 
Request confirmation (fax, email, or credit card) 

(l 
Double check details of the confirmation option laken 

Q 
Give client reservotion number and request its use for booking changes 

Q 
(lose conversation 

Student E, you are the caller. Use the information 
on p.m. 

Z Now change roles. 

J Make up your own caller and accommodation 
information. You do not need to limit yourselves to 
hotels. Phone each other and book accommodation. 
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Checklist 
Assess your progress in this unit. Tick (.I) the 
statements which are true. 

I can organize tourist accommodation into 
different categories 

I can understand texts describing tourist 
accommodation 

I can understand people asking about 
different types of accommodation 

I can describt- the location, services, and 
facilities of a hotel 

I can take a hotel room reservation by 
telephone 

Keywords 
Nouns 
apartment 
bed and breakfast 
campsite 
conference facilities 
cottage 
country house 
direct dial telephone 
guest house 

Adjectives 
air-conditioned 
budget 
en-suite (facilities) 
five-star 
met ropolitan 
self-catering 
serviced 

Next stop 

hostel 
meeting room 
refuge 
room service 
seaview 
suite 
wake-up call 

1 Where a re holidays advertised in your 
country, and at what time of the year~ 

2 What sort of holidays are advertised most 
on TV? 

J Has a magazine orTV advertisement for a 
holiday destination ever been the reason for 
you to go there? 
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8 Marketing and promotion 

Takeoff 
1 Make a list of five different products from the tourism 

industry. 

EXAMPLE a package holiday 

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

The marketing process 
in travel and tourism 
Every day of our lives we can see examples of travel and 

tourism marketing around us - adverts on TV. adverts in 

newspapers and magazines. brochures in travel agencies. 

internet pages. posters in stations. etc. This is because all 
tourism businesses need to market their products if they 

hope to be successful. But marketing is not just advertising; 

it is about researching and identifying the needs of a specific 

group of customers, and then creating a product that 

satisfies them. 

A large hOlel chain. for example, will spend a 

lot of time and money finding out what its 

guests want - what kind of services and 

facili ties they need most, which location they 

prefer. or how much they are prepared to pay. 
It will then develop a new product, taking care 

to gear it to the customers' needs. Then, once 

the company has the right product, it will use 

different promotional techniques to let its 

clients know about it. 

Reading 
What is marketing? 

1 Look at the statements on marketing. Decide if they are 
t rue or false . 

1 Marketing is the same as advertising. 
2 Marketing means knowing whatyourOlstomers want. 
3 Marketing is what you do before the product is sold. 
4 Marketing is done by both public and private 

organizations. 

Z Now read about the marketing process and find out if 
you were right. 

I Which stage are these marketing activities part of 

develop? 
2 monitor? 
3 research? 

4 Which stage of marketing 

1 is the most expensive? 
2 needs most creativity? 

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

The MarketingProcess 

J ",g, " ·1 customer1' nee<.!, and want, 

/' , 
StIIgl 4: 

obtain and Stl ge ~, 

evaluate feedback create )'Ol.l' Pfoducts 
and serVice, 

\ )f> 
Stl g e 3, 

promote your prod liCts 
and services 

Private companies are not the only ones 

that use marketing. Tourist boards and other 

public sector organizations also have 
products, and it is important that their 

customers are awa re that these exist. From 

a museum 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 

product has been sold, however. Customers 

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

of this, it is essential to evaluate how 

customers feel about a product. With the 

results of the evaluation, it is then possible 

to improve your product, and in this way 

continue to meet your customers' 

expectations. 



Vocabulary 
Marketing terminology 

Match 1- 9 with a - i to produce nine marketing tips. 

1 !3onitOL I a 

2 0 dvertise"' l b 

3 G esearch... c 

4 C3 nowledge ... d 

5 O valuate , 
6 0 astes .. f 

7 O dentify .. S 

8 m eeds ... h 

9 G ear... 

... 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. 
... of what your clients want is 
essential in marketing. 
. .. the market carefully before 
you create your product. 
. .. your product in the places 
where your customers will see it. 
... your product towards your 
clients. 
. .. change with time so products 
must change too . 

• Language spot 
Verb patterns 

1 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. 

gea.r verb 
PHRASAL VERBS gea.r 8th to ! towards sb ! sth (often 
passive) to make 8th suitable for a particular purpose or 
person: There is a special courlW geared towards the oltrer 
learner. 

2 What do you thinksb and 5th mean? 

3 Now look at these other verb phrases from the article 
on marketing. 

1 ... if they hope to make a profit. 
2 , .. to let its clients know about it. 

Which verb patterns do they use? Choose from the 
folloWing 

a hope to do sth c letsb/sthdosth 
b hope 5th to sb 15th d letsb/sthtodosth 
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Inthl,unlt 
• what is marketing ? 
• describing strengths and weaknesses 
• the language of advertising 
• sa les 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 ____ the hotel to business 

tourism. 

3 They ____ to increase their profits by using 

promotional techniques. 

4 If you experts do your marketing you 

will get better results. 

5 A questionnaire in each room ____ guests 

make comments on the room. 

6 Tourism providers have to ____ their 

products to what the customer wants. 

» Go to Grammar reference p.124 

Customer care 
Learn from your customers 

learn from your customers 
Ask for feedback from you r 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 particularfy good at. 

What areas would you want to find out about in a 
feedback questionnaire 

a hotel? a travel agenU an airlin~1 



70 Unit 8 

Ifnly (n) a large collection of t hings, 
especially one that is impressive and 
is seen by other people 

Inlln (nJ the seeds of wheat rice,etc. 

tilt (v) to move,or make sth move, into 
a po5it ion with one end or side higher 
than the other 

war.house (n) a building where large 
quant ities of goods are stored before 
being sent toshops 

Where in the world? 2 Read about touris m in NewcastleGateshead. As you 
read, link the names in t he text to the photos. 

1 Look at the photos of Newcastle and Gateshead. What 
sort of cities are they? What sort of tourism will they 
attract? What sort of things will tourists be able to do 
there? 

J Which three attractions appeal to you most? 

is an ultimate list of the top 10 
lust see' sights in NewcastieGalesheod 
n no particular orderll, 10 make 
~e you gel the most oul of a visit to 
Ie city. 

- some of the 
city's most contemporary and 
stylish cultural and leisure 
attractions can be found along the 
River Tyne. You shouldn't 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 
gave the city its name and was 

T (JUrist T 01) 10 
founded by Robert Curthose, e ldest 
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. 

- in the heart of 
Newcastle's historic Grainger Town 
and voted the Best Street in Brilain by 1 
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, explore 
what makes us all different. and 
lest 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 its 
stunning array of watercolours, 
costume, silver, glass, pottery, and 
sculpture and home to major works 
by leading pre-Raphaelite artists. 
The gallery also hosts stunning 
touring exhibitions in the newly 
refurbished gallery space. 



Listening 
Analysing your product 

1 A SWOT analysis is a basic technique in marketing. The 
'5' means 'Strengths'. Do you know what the other 
three letters mean? 

:1 (j> Jean Stewart is the Leisure Product Managerforthe 
NewcastieGateshead Initiative. Listen to her talking 
about NewcastleGateshead.ln what order does she 
discuss each of the four aspects of the SWOT analysis? 

:I (;l Listen again and tick (.I) the features that she 
mentions in the table below. 

o 
1 t he local people 0 

2 the beauty of the surrounding countryside 

3 the quality of the local food 

0 

0 

4 the combination of old and new att ractions 0 

o 
1 the opening of the Gateshead Sage 0 
2 the perception people have of the North-east 0 

3 the increasing number of flights to and from 0 

Newcastle ai rport 

Speaking 
Do you SWOT? 

1 What sort of strengths and weaknesses, opportunities 
and threats do cities have? Make a list. 

Z Work with a partner. Student A, look at p.111. Student B, 
look at p.116. 

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

• transport and access 
• accommodation 
• restaurants, etc. 
• local food 
• nightlife and clubbing 
• museums and 

art galleries 

• activities for families 
• the weather 
• marketing potential 
• marketing strategy 
• current advertising 
• the image of the city. 

1 other UK cit ies with a simila r product 0 

2 poor communications with London 0 

l the qualityofthe hotel bedrooms 0 

4 the shortage of hotel bedrooms 0 

1 Bristol, Birmingham,a nd Manchester 0 

2 the perception people have of the North-east 0 

3 the contamination in the River Tyne 0 

Take turns to ask questions. The winner is the first 
person to identify more than three weaknesses or 
three threats in their partner's destination. 

EXAMPLE 

A Is the local food one of your strengths? 
B Yes, it is. Our localfood is worldfamous. People come 

here especially to try the food. 

o. 
B No, it isn't. It's one of our weaknesses, I'm afraid. Irs 

not easy to find local food in our restaurants. 

o. 
B No, it isn'f.In fact, it's one of our opportunities. The 

food here is very good, but it's not very well known 

i Think of a city you know well and decide what you 
think its strengths, weaknesses, opportunities. and 
threats are. Tell your partner about the dty.can thry 
guess which dty it is? 
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Personal selling is the oldest and most widely used 

method of creating demand for a product. In the 

USAover 13 million people work in sales 

compared 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? 

Advertising 

Z (;l Listen to Jean Stewart talking about promotion and 
complete the diagram. 

J if) Which of the following ideas about promotion does 
Jean mention directly? 

I To create a demand for a product 

2 To explain why a product is better than a 
competitor's product 

3 To make customers aware of a product 

4 To remind customers about an existing product 

4 t;;l 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. 

Find out 
1 How is tourism promoted in your local area? 

1 By a government organization like the 
NewcastleGateshead Initiative 

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

3 Byboth 

1 What promotional techniques do YOUI local tourism 
authorities normally use? 

Pronunciation 
1 Match the words on the left with their pronunciation 

transcriptions on the right. 

Word Pronunciation transcription 

advertise a 'm;w;)tlv 

2 ancient b al'dcnuf;)1 

3 campaign , 'wi:kn;)slz 

4 identify d 'redv;)ta lz 

5 improve e streiJOs 

6 innovative f 'cmf;)nt 

7 marketing g ' rno:kltil) 

8 picturesque h plktJ;) 'resk 

9 strengths Grets 

10 threats k:em'pem 

" weaknesses k Im'pru:v 

1 Which word looks most Ileast like its transcription? 

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

4 1;) Listen to the words. How well did you pronounce 
them? 

5 ~ Listen and repeat each word. Which do you find 
easiest I hardest to pronounce well? 



In 2004 hotels in the USA spent anything 

between $416 and $4,464 perroom 

on marketing themselves. 

Vocabulary 
The language of advertising 

1 Match the slogans with the pictures. 

1 A green Mediterranean haven 
2 Unforgettable Cruises 
3 Kyrgyzstan - Breathtaking Natural Beauty 
4 Mystical Silk Road Tour 

2 What does the word nice mean? How do you translate 
it into your language? 

J Substitute the adjectives in the adverts with the word 
'nice'. What is the effect? 

4 

5 

Look at adjectives 1-7. For each adjective, find two 
'pubJicity'-style adjectives from a - n. 

1 beautiful a ancient h innovative 
2 big b diminutive i large 
3 cheap c 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 The region has a lot of exclusive / historic / 
picturesque monuments. 

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

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

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

5 Go online 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, . 

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

Writing 
Adverts 

How would you promote tourism in the area where 
you Jive (or any other area you like and know well)? 

1 Make a list of the different aspects of the region that 
make it attractive to tourists. 

2 Prepare a web page advertising the regiOn. It will need 
images as well as text. Which images can you use? 

J If you can, make a 'mock-up' of how you would like 
your web page to appear in reallne. 
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fta,fl nc. (n) a pleasant smell 

hold (v) t o organize an event 

pren rell!ISI! (n) an official 
statement made to journalists 

by a large organization, a 

political partY,or a government 
department 

Kent (n) 1 a pleasant smell 

2 a liquid with a pleasant smell 

that you wear on your skin to 

make it smell nice 

Reading 
Promotional techniques 

1 Look at these different sales promotion techniques. 

• adverts in 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. 

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

Z Judge each activity in terms of cost (C),logistics (L), 
impact (I), and originality (0). Award each activity a 
score from 1 (very poor) to 10 (excellent). 

c L o Total 

North-east England 

2 HongKong 

3 RiodeJaneiro 

4 languedoc 

3 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 campaign 
to draw people's attention to 
the Languedoc's sunny, wide
open spaces. An American 
company, Prolitec, suggested 
giving the message more 
impact by using outdoor 
smells. Prolitec created a 
fragrance that would remind 
people of the typical regioua;. 
scent of brush land. The scent 
was then used in a seven-daJ 
advertising campaign run in 
winter in major train station! 
in Paris and the south of 
France. 



• Language spot 
Superlatives 

1 Use the words in brackets to complete these 
statements. 

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. 

2 Look at the results in your table for the four campaigns. 
Make sentences to describe what your group voted. 

» Go to Gramm;u reference p.124 

Speaking 
Presenting a campaign 

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

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

Writing 
Promotional campaign news 

1 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 
mustrate the page, and about which links you would 
put to other useful web pages. 

2 Make a 'Inock·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 seIVer and invite colleagues and 
friends to visit it. 
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Checklist 
Assess your progress in t his unit. Tick (.I)the 
statements which are true. 

I can read and understand simple articles 
about marketing 

f can understand people talking about 
marketing and promotion 

I can use a range of adjectives to write 
simple advertising texts 

I can make a presentation ofa promotional 
campaign 

I can write a press release describing a 
promotional campaign 

Keywords 
Nou ns 
campaign 
expectation 
marketing 
opportunity 

Adjectives 
ancient 
enormous 
innovative 
lUXUry 

Verbs 
advertise 
develop 
evaluate 
identify 
improve 
market 
monitor 
research 

Next stop 

strength 
threat 
weakness 

picturesque 
promotional 
tiny 

, How many different airlines can you name? 

2 Which of these are'low-cost' airlines? 

J Tell you r partner about the last place you 
went to by plane, (If you haven't flown yet, 
teU your partner about the place you would 
like to go.) 
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9 The airline industry 

Takeoff 
1 Match the words and phrases from the list with the 

pictures about flying. 

boarding card 
check-in 
cruise 

landing 
passenger cabin crew 
security control 

take-off 
taxi 

:1 Numberthe pictures in the tight order for a typical flight. 

J i(I) listen and check. 

Listening 
The ups and downs of flying 

1 i(I) Four people are discussing how they feel about air 
travel. Listen and mark what they like with a tick (.I), 
and what they don't like with a cross (,x). if they don't 
mind, write - . 

£ 
~ i< ;§' " 

Travelling to and from airports 

Checking in 

Going through security 

Waiting to embark 

Boarding when you haven't 
got a seat number 

Taking off 

A window seat 

landing 

Waiting for your luggage 

Travel delays 

~ , '" ." !1 .,. ~ (j 

:1 Check your answers with your partner, and then listen 
again if you need to. 

tt 
J i(I) Listen again and complete these expressions. 

1 I actually ____ . _____ to the airport .. 

2 And I landing. 

3 taking off. 

4 ... and then just rising in the air suddenly. I 

5 ____ thedelays. 

6 ... being in the airport all day. I ___ _ 

7 

8 

___ that. 

__________ waiting to embark. 

_ _______ for luggage. 



• Language spot 
'like' or'dislike' 

1 Put the different expressions of'liking' in order from 
the most positive to most negative. 

don't like 
don't mind 
hate 
like 
love 

quite like 
really don't like 
really hate 
really love 

2; We can say {like ... or {quite like ... ,and we can also say 
I really like. What is the difference? 

J Now ask your partners how they feel about each stage 
offlying, especially 

• getting to and from the airport 
• queuing atthe check-in desk 
• going through security control 
• waiting in the departure lounge 
• taking off 
• being in the air 
• landing. 

» Go to Grammcu: reference p.124 

The airline industry 77 

In this unit 
• expressing degrees of like I dislike 
• developments in the airline industry 
• flying , traditional airlines,and low-cost airlines 
• preparing and carrying out customer surveys 

Vocabulary 
Air travel 

1 Fly,jlight,flying - use the correct word to complete each 
sentence. 

1 The first powered-,-,-,-__ wa5 made by the 
Wright Brothers in 1903. 

2 Even though is the safest form of 
transport, some people are afraid of it 

3 Modern jet aircraft at an altitude of 
8,000 to 9,000 metres. 

2; What is the difference between the three words? 

J Complete the sentences with a word from the list. 

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

1 The last time r flew, our ____ was delayed by 

over two hours. 

2 Most airports give information about departures 

and on TV monitors placed around the 

airport. 

3 When you ,the clerk asks you if you 

have packed your bag yourself. 

4 You cannot use electrical eqUipment during either 

____ or landing. 

S Modern navigation systems mean that aircraft can 

____ safely at night. in bad weather, and 

even without a pilot. 

6 Even if you have a ____ card, some airlines 

ask to see your passport as well. 

4 Write sentences like this for three of the other words in 
the list. Ask your partnerto complete the sentences 
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Alrtrlntport 
This provides 28 million direct, indirect, and 

induced jobs worldwide, a figure that is 

expected to rise to 11 mi(iion by 2010. 

accident rates have been reduced by over 

50% during the past twenty years. 

The accident rate for air travel represents 

one fatality per million flights. Despite the 

rapid and constant growth in air traffic, 

Today's a ircraft are 70% more fuel -efficient 

than the jets of the 1960s. Long-term goals 

include achieving a 50% cut in CO2 
emissions per passenger kilometre for 

aircraft entering service in 2020. 

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 get the cheapest tickets for different flights 

2: Read the article and see if you were right. 

J How many million 

a people travelled by plane in 200S? 
b passengers used Atlanta airport in 200S? 
c people are employed by the airline industry? 

4 Find 

1 two advantages of air travel 
2 three disadvantages 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. A meeting and lunch in San Francisco. Then back east to 
Boston, before ending the day in Washington. Almost anything is 
possible. 

Andthe airline industry is not just fast. h: is big. Very big! In fact il'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. Howmany passengers? Over 1.5 billion worldwide in 2005, 
with Atlanta International, the world's busiest airport, handling over 
80 million passengers alone. 

In order1o try to keep such a complex industry under conuol, each 
of the world's airports has a special code. The International Air 
Transport Association [lATA) 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. 

Find out 
1 What is acarbon 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 

Indonesia Datadawai DTD 

Pakistan Dadu DDU 

Taiwan Taitung m 
Tanzania Tanga TGT 

Tongo Kuini NTT 

Vietnam 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 
a1 a 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 hear1 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 aircrafl. 
A return 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 fligh1 
to the Mediterranean only costs around £5 to offset.' 
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Dine t fti'( t.t<' 

Z c("i)listen and repeat the pronunciation of the airport 
codes. Pay special attention to the pronunciation of t 
andd. 

J Work with a partner. Ask and answer about airport 
codes. 

EXAMPLE 

A What's thecodefor Da Nang? 
B lt'sDAD. 

4 Say the following words. Pay special attention to d and t. 

boarding card 
ticket 
airport 
depart 

take off 
flight 
scheduled 

code 
transit 
transport 
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Speaking 
The air travel route map 

1 Look at the route map for Bristish Airways. Do you 
know the names of the countries that correspond to 
each air travel term? Ask and answer with your 
partner. 

EXAMPLE 

A Which city corresponds to Open-jaw trip? 
B Australia. 

Z How many terms do you recognize? Work in teams. 
Team A. look at p.1l2. Team B, look at p.ll7. Choose a 
term and read the definition to the other team. They 
must guess which term corresponds to the definition 
they hear. 

Take turns to read a definition. The first team with ten 
correct guesses wins. 

J Work in pairs. Choose a term. Tell your partner the 
term. Your partner must try to explain the term m hfi J 
his own words. 



Listening 
Low-cost or traditional? 

1 Think about the disadvantages of flying with low-cost 
airlines. In your opinion, what could traditional ai rlines 
do to attract customers back? Exchange your ideas 
with a partner. 

Z /(f) 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 (./) the characteristics 
he mentions for each. 

Characterist ic 

, Booking is possible 
through a travel agent 

2 Bookingiseasy 
through the Internet 

3 Yo u can check luggage 
through to the final 
destination 

4 You have a seat number 
before you board 

5 You have the option of 
different classes of seat 

6 You can goon the plane 
first with small children 

7 The cabin staff are 
more friendly 

8 There is more legroom 
during the flight 

Traditional 
airlines 

l ow-cost 
airlines 

:J Which type of airline is best for people like Martin in 
your opinion? Why? 

4 Which type of airline do you prefer? 

com pet. (v) to try to win, or 
achieve .. th, ortotry to be better 
thiln sb e lse 

no-frills (ildj) without extril 
comforts, such as meals, film s, et c. 

Reading 
Revolution in the skies 

1 Look at the logos on the aircraft tail fins. Which airlines 
are they from? 

1 Are these airlines low-cost (like easyJet) or traditional 
(like Lufthansa)? 

:J Make a list of the reasons for the current success of low
cost airlines. Read the article and see if you were right. 

\\I.C()ST 

CARRIERS 
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 

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 te lling 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 except in 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 



4 Accord ing to the article, which of the following 
statements are 

a only true for major airlines? 
b only true for low-cost carriers? 
c true for both types of airline? 
d true for neither type? 

They do not have different classes of seating on 
board t heir planes. , They offer free in-flight food and entertainment. 

3 They offer free stopovers on long-haul flights. 
4 They oft en use less important airports. 
5 They only sell single ticket s. 
6 They operat e long-haul flights. 
7 They operate sh ort- and medium -haul flight s. 
8 They spend as little time on the ground as possible. 
9 They use paperless ticketing. 

5 Why are low-cost carriers less likely to be interested in 
long-haul operat ions? 

Germanwings, Smart Wings, BMI Baby. Vueling, and a hundred 

others. The rest is history, with traditional airlines going deeper 

and deeper into crisis in this first decade of the new millennium. 

The low-cost strategy is based on limited turnaround times at 

airports - usually twenty to 2S minutes. This means that the 

i1rlines can get more flights out of a day - eight as opposed to 

the normal six. Some low-cost carriers 

.i!so use secondary ai rports, with much 

C'Ner landing and take-off charges. Paperless 

keting and sales over the Internet and the 

;ilone also keep costs down. They also issue 

n t-class or business-class seats. No free 

"IeWspapers nor free food. In fact, 

Jr'Iy'th ing, although you can pay to 

st things during the flight. 

the future? Paperless ticketing and 

.ready here. Low-cost flights to long-haul destinations? 

- "'"lilt's less likely to happen. precisely because of the way low

S{ carriers make their money by fitting so many flights into 

day. But who knows? The sky's the limit! 

,,, ,,,,," ,,"""",",UH'J D. 

Vocabulary 
low-cost carriers 

Complete the sent ences with tenns from the reading. 

1 A less technical name for a low-cost carrier is a 

, A _ _ __ allows you to interrupt a long flight 

and stay in a city en route to YOI11 destination. 

3 A __ _ ____ flight is one that does 

4 

not go further than 1,000 km. 

___ ______ _ are airlines 

that offer low fares for basic services with no 'extras' 

such as m eals on the plane. 

S Giving the customer a reference number for a seat 

on a plane but not a t icket they can hold in their 
hand is knovvn as _____ ____ _ 

6 The fees an airline pays t o an airport for using its 

facilities aTe known as a nd _ _ __ _ 

7 The is the m inimum time 

between a pla ne landing and taking off. 



Writing 
Producing a questionnaire 

Low-cost carriers have been successful because they 
asked their clients about their preferences. This kind of 
research is essential in tourism. 

1 Use the notes belowto produce a questionnaire for an 
airline. 

Z Ask three or four mOTe questions of your own to 
complete the survey. 

'ft Aqt.? 
." 'Pn:l:ft.ssiol\? 

r it Howoftu/.fI.ljt 
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= - -
• Language spot 

Asking questions politely 

- 1 

1 It is very important to ask questions politely when you 
carry out a survey. It is not a good idea to ask direct 
questions. 

EXAMPLES 

Howoldareyou? 
What's your job? 
Where are you going? 

Instead, try to use polite forms. 

EXAMPLES 

Would you mind telling me how old you are? 
Could you tell me what you do? 
Can I aSR you where you are going? 

Z (;l Listen to the interview with Martin Stanton again, 
and complete the polite questions. 

___ _ you _ _ _ _____ a couple of 

questions about air travel? 

2 _ ___________ you _ _ _ 

often you fly? , ___________ _ you _ _ _ 

you use low-cost airlines at all? 

3 Now look at Customer Care, and then use the advice to 
interview different people in your class. 

» Go to Grammar reference p.124 

Customer care 
Questionnaire tactics 

When you ask a traveller to answer a questionnaire, 
remember to 
• say what the questionnaire is about 
• ask permission before you ask any questions 
• tell t he person how long the interview will last . 

It is not enough to ask polite questions. You have to 
sound polite, too. Smile when you askyourquestions. 
Avoid looking down at your question sheet all the time. 
Rememberto look at the person you are interviewing. 
Communication Skills Presentation 

1 In which of the pieces of advice would you say 
This will only take five minu tes. 
Excuse me, I'm doing a survey about air travel. 
Would you mind answering afewquestions? 

Z 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's a pilot. 
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 Oiez 

Job; Sales Representative in the flights and reservations 
section of Aeropostal. the Venezuelan airline 

Based; In Madrid 

Education ; Three years' study at a university COllege of 
tourism in Venezuela 

Experience; Four years. Started in Venezuela wi t h 
American Airlines, then moved to Spain to begin in 
Aeropostal 

Future: Becomea manager in his present company 

Thoughts about; 

... his job I like the airli ne industry. It's what I know,and I 
like it very much . 

... his career I 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 t he people as we like to be t reated. 

... tourism In tourism your product is a service. It's not a 
tangible product, and that's very important. 50 I 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. I 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. 

",e<>"''''''''''VV:H'Y 0' 

Checklist 
Assess your progress in this unit. Tick (,I ) the 
statements w hich are true. 

I can understand people talking about how 
they feel about air travel 

I can discuss my feelings about air travel 
w ith cOlleagues and friends 

lean understand articles and news items 
about the airl ine industry 

I can produce a questionnaire about air 
travel preferences 

1 can use ind irect questions to be polite 
when interviewing travellers 

Keywords 
Nouns 
air ticket 
baggage 
boarding card 
budget airline 
carrier [Ode 
connecting flight 
delay 
direct flight 
emissions 
10w·[Ost carriers 

Adject ives 
long-haul (flights) 
short-haul (flights) 

Next stop 

non-stop fl ight 
open -jaw trip 
paperless ticketing 
return trip 
scheduled airline 
se[Ondary airport 
security control 
stopover 
take-off 
turnaround time 

1 What would be a 'normal' holiday for you? 

Z Tell your partner about the last 'normal' 
holiday you had. Where did you go?When? 
Who with? What did you do? 

J What would be a special holiday for you ? 



10 Holidays with a difference 

Takeoff 
1 What could the two holidaymakers do that is 'different'? 

Use the pictures at the side to help you. 

2 Have you ever had a holiday that was 'different'? 

HP~UP WITH TilE SAME OLP' HOLlP'AY? 
WilY NOT n.V SO MnillNO VIFFEUNT1 

Listening 
At the trade fair 

Mariana and Jurgita work for a tour operator. They are 
visiting a large tourism trade fair in orderto gather 
ideas for an 'alternative tourism' programme. They are 
thinking about four programmes: 

'Adventure and action' 
2 'Ecotourism and nature' 
3 'Escape and enlightenment' 
4 'Culture and heritage'. 

1 Match the pictures in Takeoff with the categories. 

2 Which catagory would each of these words and places 
bein? 

diving expedition gastronomic week 
working farm Mexico France 
volcanoes biking cattle ranch 
pilgrimage Antarctica Costa Rica 
white-water spa and health horse riding 

rafting resorts India 
ecosystem the Caribbean sea-life 

3 (il Listen to their conversation at the end of the day 
and check your answers. 

4 Which holiday do they choose for each category? 

Vocabulary 
Different holiday types 

1 Put these 'holidays with a difference' into the four 
categories. 
a tour of Scotland visiting historic castles 
b mountain climbing 
c conservation work helping to repair coastal damage 
d windsurfing 
e cycling in the mountains and deserts of Mongolia 
f four-week trip to Canada to learn English 
g trip to Beijing for the 2008 Olympics 
h whale-watching off the west coast of the USA 
i week at a health farm to relax and 'de-stress' 

long weekend in London to visit museums and art 
galleries 

k learning survival skills in the jungles of Borneo 
I pilgrimage to Mecca 
m weekend of beauty t reatments 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 



Z 

J 

4 

In this unit 

• different holiday types 
• adventure tourism, ecotourism, 'escape' tou""~ •• ""'o.;" 

tourism 
• talking about experience 
• cul tura l dos and don' ts 
• language of service provision 

Can you do any similar 'alternative holidays' in your Reading 
country? 

Match words from A with words from B to make 
The Karakoram Experience 

compound nouns for different holiday activities, for 1 Why is the travel company called the Karakoram 
Experience? example: sightseeing, mountain climbing. How many 

different activities can you list? 

A 
sight horse 

B 
seeing climbing 

:z How many dJfferent adventure activities are 
mentioned or described in the website? 

cliff mountain boarding walking 
3 What types of scenery and landscape are mentioned? 

4 What type oftravellerdotheytry toattract? heli scuba skiing watching 
snow water biking riding 
whale hang surfing diving 
hill wind rafting jumping 
skate camel gliding 
jet bird 
bungee whikwater 

Is it possible to do any of the activities in your city or 
region? 

KE ADVENTURES 
Peru - in the footsteps of 
the Incas 

Familyadventure in the Andes 
Horse riding, raiting, biking, and 
easy trekking - Indian craft 
market at Pisac - Magical Machu 
Picchu - Amazon jungle lodge 
visit 

In 1983 two university friends, TIm Greening "':~~~~::f;: 
decided to take their passion for travel in Asia and in the 
Kara koram mounta ins, and create a travel company with ,.d"U.""."" 
'The Ka rakoram Experience', Today ICE 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 stoff in our UK and American offices organize tailoJ
made private expeditions, trips for school groups, and charity treks. 

Swedish Lapland - a Winter 
Wonderland 
A winter activity holiday north of 
the Arctic Circle - Travel by 
snowmobile and by dogsled - Ski 
touring and snowshoe hiking
Northern Lights - Fish in a frozen 
lake - Visit the 1cehotel - Meet the 
Sami people and their reindeer 

Costa Rican adventure 
Trekking, rafling, and wildlife 
adventures - Challenging ascent 
of Volcon Chirripo (3820 m), Costa 
Rica's highest peak - Rafting on 
the beautiful Pacuare - Fantastic 
wildlife - Relaxing on idyllic 
Pacific Ocean beaches 
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Listening 
Interview with a mountaineer 

1 i(I) listen to an interview with a mountaineer. Answer 
the questions. 

1 

How old was he when he did his first climb without 
his parents? 

2 Which of these countries has he been to with a tour 
company? 

Kenya 
Bolivia 
Pakistan 

P,ru 
Kyrgyzstan 
Tajikistan 

3 Which of these things does he look for in a tour 
company? 

a cheap price 
b a gUide for the whole trip 
c organisation oflaca! 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? 

i(I) listen again and complete the questions that the 
interviewer asks. 

1 Wh,n you mountain 

climbing? 

2 What expedition mountaineering? 

When you that? 

3 Do you use a when you 

organize an expedition, or do you , 
4 How find a suitable 

company? 

5 What you look for in a 

6 What's the highest mountain 

7 Have you frightened? 

8 Have you thought 

• 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 verb is in the Present Perfect and which verb is 
in the Past Simple? 

Z Look at the questions you completed in 1 in Listening. 
Find three examples of the Present Perfect and two 
examples of the Past Simple. 

J Match questions 1- 6 with answers from a - k. There 
may be more than one possibility. 

I Have you ever been a Yes, r did. 
diving? b No, I didn't. 

2 Did you like it? c Yes, it was great. 
3 Would you like to try it? d Not really. 
4 Where did you do it? e Yes, I have. 
5 Have you thought of f NO,I haven't. 

trying a windsurfing g Yes, I would. 
holiday? h That's a good idea. 

6 Would you like some i Mmm. Tell me more 
more information? about it. 

j In Malta. 
k Yes, please. It sounds 

interesting. 

» Go to Grammaz reference p.125 



E(otollrbm . responsible travel 

to natural areas that conserves 

the environment and sustains 
the well.being of local people 

Speaking 
Have you ever .. • ? 

You can't protect what you 
don't know. 

lan-Eric Undblad 
Leader of the first cammercial 
Antarctica cruise in 1966 

I 

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 Have you ever been _____ , 

B Yes, I have. I No, I haven't. 

A Did you like it? I 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. 
Go found 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. 

J 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 Pete, Scott 
Founder of the World Wildlife Fund 

Pronunciation 
1 ~ Listen and tick {.I} the word you hear. 

1 best 0 vest 0 

2 very 0 

3 vine 0 

4 veil 0 

5 best 0 

6 bale 0 

berry 0 

wine 0 

whale 0 

vest 

veil 

o 
o 

2 Practise the words for each sound. 

west 0 

whale 0 

J Say one of the words from each group in 1. Your partner 
will point to the word he I she has heard. 

4 Say these words. Think about the pronunciation ofb, v, 
andw. 

I bl !vi Iwl 

basic vacation wet 

Beijing volcano white-water 

Borneo activity wildlife 

bungee diving worldwide 

Caribbean ever 

rabbits survival 

scuba alternative 

have you ever 

I've been very busy 
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The growth of the ildventure tOllrllm mill'itet 

Growth in adventure holiday market in the last five yea rs . 10-15% 

Growth in t raditional sun, sea, and sand package holiday market in the last five 

years .0- 4- 5% 

Where in the world? 
Discuss these questions in groups. 

What do you know about Antarctica - its 
popUlation, its size and locat ion, the number of 
tourists who visit? 

2 What type of transport do tourist s use to viSit 
Antarctica? 

3 What activities can tourist s do? 

Read the text to check your answers. 

Speaking 
Questions on Antarctica 

In pairs, ask each other for information on Antarctic 
cruises. Student A, look at p.1I2. Student B, look at p.m . 

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 1-4.000 tourists. 

The nearest land mass is South America, which is 

approximately t ,000 kilometres from the tip of the 

Antarctic Peninsula. 

The surface area of Antarctica is 36 million square 

kitome(res. 

Antarctica currently has no economic activity apart from 

offshore fishing and tourism, and these are run by other 

nations. 

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. 

Antarct ic 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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... Situated between Siberia <lnd China . Mongo lia fact file 
Capital: Ulan Bator 

Population: 2.6 million 

... Terrain varies from desert to mountain.. Tempera"'lJ~ 

vari<ltions afe <llso extreme. 

... Many Mongolians Jive a nomadic lifestyle. rrv'"8 \fl SfX'OI 
tents (cailed gers) • 

... Tourism is growing in import<lrKe (by apprmofT1iltety ~ 

in recent years). 

.. Most tourists come from China and R.U5~. 

Reading 
Cultural differences 

1 Work in pairs. Look at this list of' cultural tips' for 
tourists when mixing with Mongolian people. Which 
do you think are 'dos' and which are'don'ts'? 

2: Look at p. 110 and check your answers. Do any of the 
tips surprise you? 

3 Complete this Qblr of dos a: - OOr. ::s for {a} your own 
country, and (b) anothfi COU!"iZ!yfOUknow about. 
Mark dos with a tIck oF. dar. :s w: i..b. ~ cross ! and 
write - if it doesn't matter 

Smoke in a public building 

Wear a hat in a religious building 

Wear shorts in a religious building 

Point at someone with your finger 

Kissfamilyor friends in public 

Blow your nose in public 

Eat withyour left hand 

Take photos of local people 

leave food on the plate at the end 
oftne meal 

Arrive on time for an appointment 

Writing 
Cultural tips 

\.J (hI 

Write a list of cultural tips for visitOTS to YOUl country. 
The list could appear in a guidebook or on a website, 
Include categories on 

• eating and drinking 
• visiting famous and religious buildings 
• being a guest in someone's house 
• gestures, body language, and physical contact 

and space 
• any other categories you think are important. 

Find out 
How can you find out about cultural tips for visitors to 
other countries? Think of a country that you would like 
to visit. Look at the website of the national tourist 
office. Does it give any useful advice? Ask your local 
travel agent for useful cultural advice. 
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Vocabulary 
Escape and enlightenment holidays 

1 Choose from these words to label the pictures. 
spa meditation yoga 
shiatsu massage aromatherapy 
retreat (noun) t'ai chi hikes / hiking 
anti-aging treatment 

Z Which two words describe a place rather than an 
activity? Which activities would take place in them? 

J Which of the words would you expect to appear in the 
brochure descriptions for these holidays? 

Rio Caliente: Hot springs, Spa and nature resort, 
Primavera Mexico 

2 Camino de Santiago: The Pilgrimage Route of St 
James, Spain 

3 Dhanakosa Buddhist Retreat, Scotland 

4 Work in groups of three. Student A, look at p.112. 
Student B, look at p. 116. Student C, look at p. 118. 

Tell the others in your group about the holiday and 
mention 

• the location 
• what you can do 
• any other information. 

S Think of three different people you know and 
recommend one of the holidays for each of them. 

-
• Language spot 

Describing service provision 

1 

1 Look at these four ways of describing service provision 
taken from the texts. In each case find two other 
examples of the structure. 

offers, provides, boasts (Present Simple) 

It offers the natural beauty of the forest. 

2 Youcan+in£initive 

You can enjoy daily yoga and water exercise. 

3 Present Simple Passive 

The yoga work is presented as an important part of 
meditation practice. 

4 Imperative 

Depart any day you like from May I to October 30. 

Z Complete the description using the phrases in the list. 

book 
is held 
offers 

provides 
you can 

The tour of the Seven Holy Cities of India 

_____ .1 the chance to rediscover your spiritual 

energy. _____ ~ learn about the Hindu 

religion. 1 visit the sacred town of 

Haridwar. The spectacular Kumba Mela religious 

festival _____ ' every twelve years. 

_ _ ___ ~early to avoid disappointment 

» Go to Grammar reference p.12S 



Customer care 
Ability and suitability 

It is important fortourism providers to make suretheir 
customers are able to do the adventure activities they 
have signed up for. But at the same time, they should 
allow and encourage people to do things that are 'out 
of the ordinary'. 

1 Do you agree with the statement above? 

2 Do you know anyone - e .g. friends or family - who has 
done an adventure activity or taken a hoUday with a 
difference that you didn't think was suitable? 

3 How can tourism providers check their customers' 
suitability? 

4 Are there any situations when a tourism provider 
should refuse to allow someone to do an activity? 

Speaking 
Tourist types and holiday types 

1 Write four different types of tourist on separate pieces 
of paper. 

EXAMPLE 

young single male interested in watersports 

.2 In groups of three or four, take ten of the types of 
tourist. rake turns to pick one of them and select a 
'holiday with a difference'. Say why you think the 
tourist would like the holiday. The rest of the group 
should decide if the match is good. 

EXAMPLE 

He'll like the Windsurfing holiday because he'll beable to 

develop his skill in water sports. 

J rhe person with the most accepted matches wins. 

Checklist 
Assess your progress in t his unit. nd: {./')the 
statements which are true_ 

I can understand descriptions of a t~~ 
holiday types 

I can talk about alternative holiday types 

I can ask and talk about past experiences 

I can discuss cultural dos and don'ts 

I can describe service provision 

Keywords 
Activities 
aromatherapy 
diving 
expedition 
hillwalking 
massage 
meditation 
mountain climbing 
fai chi 
whale-watching 
whit e-water rafting 
windsurfing 
yoga 

Places 
cattle ranch 
health farm 
retreat 

'P' 
Other nouns 
conservat ion 
enlightenment 
mounta ineer 
volcano 
wildlife 

Adjective 
gastronomic 

Next stop 
1 How long have we had computers? 

.2 What are computers used for in the tourism 
industry? 

3 What was the last tourism thing you did on 
the Internet? 
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11 Reservations and sales 

TakeoH 
1 Can you name the different travel documents on this 

page? 

Z Which of these documents do you need for a holiday 
abroad? 

J Have you ever lost an important document? Tell your 
partner- explain which one, where you were, what 
you did, and what happened in the end. 

Travel Web 0 
Booking ConllrmallOn ----

Accommodation voucher 

-

.... _----

Reading 
Holiday bookings - getting the right 
information 

1 Make a list of the information a travel agency sales 
consultant will need to take when a customer makes a 
booking for a holiday. 

Z Compare your ideas with the list below. Do you have 
any ideas that are not in the list? 

3 The manager uses etc. a lot in the memo. What does 
this mean? 

4 Substitute etc. with groups of examples from the list. 

a transfers, local excursions, car hire 
b premier class 
c medical condition 
d email address if possible 
e twin, single, family 
f bank transfer, credit card 
g Band B, flight only 

Memo 
To: all sales staff 

Please be sure to enter the 
following key data when taking 
holiday bookings. 

date of booking 

2 booking reference number 

3 full name and contacl 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 reseIVations data 

9 accommodation - name of 
hotel! resort 

10 number and type of rooms 
required (double, etc.) 

II special requirements (e.g. 
children.disabled, etc.) 

I2 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 daub 
check all details before signin. 
the booking form. 



Listening 
Taking a booking 

1 ~ Listen to a travel agency sales consultant taking a 
booking and complete the booking form. 

Z Which key data is still missing? 

3 What did the travel agent forget to do before Mrs 
Venables signed the fonn? 

J When will Mrs Venables get her invoice and what 
must she do then? 

Speaking 
Have you decided where to go? 

1 Work in pairs. A, you are the sales consultant and 
need to complete the booking form. 8, 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!) 

Z Act out a booking. 

J Change roles and act out a new booking, with B as the 
sales consultant. 

Reservations and sales 93 

In this unit 
• taking a booking in a travel agency 
• computerized reservation systems and the travel agent 
• explaining holiday terms and conditions 
. 'if'clauses 
• handing over tickets to a client 

Booking rel.eoce (lumber 
CT5OM)k257'7H 

CUSTOMER DfTAllS 
first nome 

address 

CicerDne Travel Service, 
9 Wilson Court, Bristc 

family nome Vt.l\a~S 

daytime tel no 

mobile rei no 
=:::===.eveo·ng Ie no::::--;;====== 

emoil 

PARTY DETAilS 

No of people in POTty 

Dare of outward iourney 

Ticker type 

ACCOMMODATION 

name of hotel / 
resort 

number of rooms 

type of rooms 

meal bosis 

Special requirements 

Other services 

Writing 
Confirming a booking 

Ages of children 

Date of return iaurney ~--

PAYMENT DETAilS 

fv'Iethcd of payment 

Deposit details 

Customer's signoture 

Dole of booking 

When a booking is taken by email.itis 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.) 



ilccen lbl. {adj} possible to be 
reached orentered 

ilccountinl (adj) connected 
with the fin ancial 
arrangements of a company 

Reading 

,ilt.WiI)' In) the place which 
you must go through in order to 
get somewhere else 

computer reservation systems 

1 Tourism is full of abbreviations. For example, do you 
know what CRSs and GDSs are? Do you know the 
difference between the two? 

Z Where can you find out what tourism terms mean? 

J Look at the definition of CRS and GDS. Write T (true) or F 
(false). 

1 Airlines were the first users of CRS. 

2 AGDS is a larger versionofa CRS. 

3 Only airlines and travel agents can have access to 
GDSs. 

4 It is now possible to book a car or a hotel room 
through a GDS. 

S GDSs give ticket information but cannot produce a 
valid ticket. 

6 GDSs can tell a travel agents how many tickets they 
have sold. 

computer reservation system 

A computer reservations system, or CAS, 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 CAS 
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 J prices applicable 
to the inventory, generate tickets and travel 
documents, and generate reports on the 
transactions for accounting or marketing 
purposes. 

Vocabulary 
Reservation systems for tourism 

Choose the best meaning for each word as it is used in 
the text on CRS. 

store ", (a) a large shop (b) the place where you keep 
things until you want to use them (c) to keep 
something for future use 

2 retrieve .. {al 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. 

1 <Ol Listen and completethetable. 

System SABRE Amadeus Galileo 

Created by 

Created in 

Market share 

Z Clemen mentions a fourth CRS - Worldspan. Listen 
again and make notes about it. 



Reservations and sales 9 S 

Hot.1 bookl"r 
Nowadays, more travel is sold Ovef 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. 

Nothing is free in business - not even a client 

booking a hotel room. Reservations made directly 

by the client using the hotel's own website afe 

probably the least expensive. In contrast, a 

booking made by a travel agent using a GOS is 
usually the most expensive. 

Find out 
Which of the big four GDSs do your local travel 
agenCies use most - Amadeus, Sabre, Galileo, 
Worldspan? 

1 Go to a local travel 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. 

Z Report your findings back to your dass. 

Reading 
Abbreviations and codes 

1 Look at the computer printout for an air fare between 
Madrid and Paris. 

I What are the dates for the journey? 
2 Can you find the cost of the flight? 
3 Is it a return flight? How do you know? 
4 What is the opposite of a return flight? 

Z There are a lot of abbreviations and codes. For example, 
RTmeans round-trip or return; OW means one-way. 
Find abbreviations that mean 

adult 7 lune 
2 advanced 8 minimum stay 
3 airline 9 non-refundable 
4 check 10 passenger type code 
\ euros 11 Sunday 
6 flight type code 12 tariff. 

Customer care 

A 
Don't pressure a customer to makea booking if you 
sense that they are not sure yet. Give them time. Let 
them go away and think about it. Rememberthat on 
average a satisfied customer will tell two friends or 
members of their family. A dissatisfied customer, in 
contrast, will tell at least nine people. 

S 
Customers sometimes need help making up their 
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,orthey might lose the opportunity 
altogether. You're the professional, you know what's 
good for them - so push them a bit. 

1 Which of the two statements do you agree with most? 

Z What would you actually say to the customer in each 
situation? 
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<I_ld (v) to prevent sth 

happening or to t ry not to do 

sth beforehand (adv) at an 

earlier time than sth 

IU<I'<I"tee (v) to promise that 
sth will be done or will happen 

Reading 
The small print 

prflnlum (n) an amount of 

money that you pay regularly to 

a company for insurance 

against accidents,damage,etc. 

,ewnoe the rilht (v) to haveor 

keep a particular power 

Booking terms and conditions 
.. 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, !IOurtravel agent will tell 

you about them before you ~nlsh 

your booking. 

b Occasionally we have to change 

your accommodation.lfwe make a 

change after you have madeyour 

booking, we wJII put you into 

accommodation of the same 

standard or higher, and In a SImilar 

type of resort. 

c The prices In our brochure were 

correct at the time ofpnntlng, but 

we reserve the right to make 

changes. If we do this, your travel 

agent will COf1~rrn all price changes 

before you make your booking. 

d It !IOu want to cancel !IOurbooklng, 

the person who made the booking 

must send us written instructiOnS. If 

you cancel your booking, we may 

ask you to pay cancellation charges. 

We will not refund any insurance 

premiums you have paid. 

e If you want to change your booking, 

we Will try to help !IOu. but we 

cannot guarantee that wewill be 

able to do thiS. If you change your 

booking, we will charge !IOU £15 for 

each person in yourgroup. 

f 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 

booking. 

9 We try hard to avoid night delays, 

but the!) do sometimes happen. If 

there Is a delay, we will try to provide 

e.-tra services, food, and 

accommodation. If we are unable to 

provide these services for any 

reason, then we will pay you 

compensation. 

1 Look at the booking conditions. Match these headings 
with the different conditions. 

2 Look at the booking conditions. Which ones are about 

situations I problems the tour operator may have? 
2 situations I problems a tourist may have? 1 Cancellations 

2 Booking changes 
3 Compulsory insurance 
4 Flight delays 
5 If we change your holiday before you leave 
6 If we make changes after you have booked your 

holiday 
7 Your holiday price 

3 situations I problems that happen before a holiday? 
4 situations I problems that happen during a holiday? 

J 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? 
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Plalli( IOdety 
The UK is the biggest card user in Europe, 

owning 60% of all credit and debit cards. 

Spain is next with 15%. British adults own 

an average of 3.5 cards each. There are 246 

card transactions every second in Britain. 

and the average weekly spend is £100. 

• Language spot 
Ilf' 

1 Look at the booking conditions again. 

1 Underline the sentences beginning with if. 

2 Me these sentences referring to the past, the 
present. or the future? 

3 What verb tense is used in the ifpart of the 
sentence? 

4 What verb forms are used in the other part of the if 
sentences? (Hint: There axejourdifferent forms.) 

.2 Match phrases from A with phrases from 8 to create 
information and advice for tourists. 

A 

If you travel with us 
to an airport, 

2 If the destination you 
want is not listed 
in this timetable. 

3 If you have a problem 
during th e journey, 

4 If you have a 
complaint to make 
during your holiday. 

5 If you do not contact 
our representative 
before the end of 
your holiday, 

6 If you have asked for a 
special diet. 

• 
a please ask for assistance

we serve more than 1,200 

towns and cities in the 
country. 

b we cannot accept 
responsibility for your 
complaint. 

c tell the driver at the 
earliest possible moment. 

d you may be asked to pay 
a small surcharge at some 
hotels on the tour. 

e you must allow at least 
one hour between the 
coach arrival time and the 
flight check-in time. 

f you must contact our 
representative at the resort 
before you return home. 

J complete these four pieces of information I advice for 
a tourist coming to your country. 

1 If you are going to hire a car, ... 
2 If you come to our country in the high season, 
3 If you are a vegetarian, ... 
4 If .. 

» Go to Grammar reference p.126 

Pronunciation 
1 /01 listen to the words and write them in the correct 

column. 

hat lrel pay lell sit III five lall 

planned change time 

2 Look at all the 'hat' words. Compare them with the 'pay' 
words. What do you notice about the pronunciation of 
the letter a? When is it like 'hat' and when is it like 'pay'? 

J Look at all the 'sit' words. Compare them with the 'five' 
words. What do you notice about the pronunciation of 
the letter i? When is it like 'sit' and when is it like 'five'] 

Speaking 
Explaining booking conditions 

Work with a partner. Take turns to be a travel agent sales 
clerk or a customer. The customer will ask questions 
about the booking conditions. Here are some questions. 

1 Are the prices in the brochure all correct? 

2 What happens if we cancel our holiday? 

3 Do we need insurance or is that included in the price? 

4 Can we change our booking if we have to? 

5 will we definitely get the hotel we asked for in the 
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 I his own words, like this: 

CUSTOMER Are the pn'ces in the brochure all 
correct? 

TRAVEl. AGENT Well. the prices were right when the 
brochure was printed, but if they are different now, the 
tour operator will tell me when I make the booking. And 
if the prices have changed, I'll tel/ you before you sign 
the bookingform. 



It's my job 

HuayanYe 

Huayan Ye works with Spanish-speaking tourists in 

China. What does she think of them, and what does 

she dowhen she's not with her clients? Read on and 
find out. 

Stud ies: Spanish, a bit of tourism, and international 

relations at Beijing University. 

Job: Working in the biggest tourism company in 

China - it's calted CTS- in the inbound tourism 

department. I leak after Spanish tourists and tourists 
from latin America. We offer them tourism services
hotel reservations, transfers, visits in China ... 

Why tourism? I like talking to people. I wantto show 
foreign visitors the best of China. 

likes: I 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. China is 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 demandingl 
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 likf'to go out for a 
drink,go shopping,gotostores,study English.llike 
reading, listening to music, and I study latin
American dancf'-salsa, tango. And like all young 
women, we like to buy clothes, shoes, cosmetics ... 

Listening 
Handing over tickets 

..-..;. """ ,.. lO1"IOl 
C~$ -3851 99 . "4 :3950 . "4 

1 Look at the flight ticket and find 

1 the namf' of the passenger 5 
2 the date of travel 

the destination of the 
flight 

3 the flight number 6 the flight times 
4 the origin of the flight 7 the cost of the ticket. 

2 (;l Listen to the travel agent handing over the ticket. 
Which of these pieces of information does he confirm 
with the client? 

J What does Mr Bordoni ask the travel agent about? 

4 (;l Listen again and complete the dialogue. 

T Here's your ticket. Let's just go through the 

_____ 1. So, that's Toronto-Buenos Aires 

_____ 2, leaving August 12 on _ _ __ _ 

AC094. _____ 4 Toronto at 2335h and 

_____ s Buenos Aires the next day at 12.10. 

B That's not too bad. 

T No, it's a good flight. Then there's yOU! return. That's 



August 23, flight AC093. ____ ~6 Buenos Aires 

at 16.55. _____ 7, Toronto 06.35. One passenger-

yourself. Total 1$3,950.74. 

B Ouchl That inc/udestaxes, no? 

T Thatinc!udestaxes, ____ g,and ____ " 

B And it is ll? 

T One hundred per cent refundable, Mr Bordoni. If you 

don't go, you don't U. And as I said, you 

can change the dates oftravel _____ " 

_____ ". two hours before take off. 

B OK. That's good. Will you _____ 15 the 

company directly? 

T No problem. 

B Then ... then that's everything, r think. 

T Good. 

B Thanks for your help. 

T Our pleasure, Mr Bordoni. 

Speaking 
Checking the details 

1 Think about a return flight you would like to take. 
Complete the blank ticket with details of your journey. 
Make sure all ofthe information is properly covered. 

2 Give your ticket to your partner. 

J When your partner is ready, ask for your ticket. Your 
partner should check all the details with you. Correct 
any details that are wrong. 

4 Change roles and take the role of the travel agent. 
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Checklist 
Assess your progress in this unit. Tick (,I) the 
statements which are true. 

1 can take a holiday booking from a client in 
a travel agency 

I understand basic ideas that I read or hear 
about CDSs 

I can ask for the meaning of travel 
abbreviations and codes 

I can explain holiday terms and conditions 

I can issue a ticket and chet:k the booking 
details with the client 

Keywords 
Nouns 
abbreviation 
balance 
cancellation 
(RS -computerized 

reservation system 
deposit details 
fare 
C~S-global 

distribution system 

Verbs 
cancel 
confirm 
guarantee 
issue (a ticket) 
retrieve (data) 
store (data) 

Next stop 

insurance 
inventory 
key data 
maximum stay 
meal basis 
minimum stay 
surcharge 
tariff 
to> 

1 Do you like being in airports or stations ordo 
you get nervous before you travel? 

2 What doyou do while you're waiting in 
airports or stations? What facilities doyou 
normally use? 

J Have you ever had a problem when setting 
off on the start of a journey? How did you 
solve it? 
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12 Airport departures 

Takeoff 
1 How many airports have you been to? 

Z What's your favorite airport? Why? 

J 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 pJan show the departures level or the arrivals 

level? 

Z What happens when travellers depart from and arrive 
at an airport? Divide the following into departure and 
arrival procedures and put them in the order in which 
theyoccur. 

a passport control g baggage reclaim 
b board the plane h check-in desk , security check i departure gate 
d il'f\l'f\'gration j get off the plane (disembark) 
e departure lounge k customs 
f arrivals hall 

J Is the airport similar to your local airport? -



Vocabulary 
Airport facilities and services 

1 What do the symbols of airport facilities represent? 

ti
8 

J .. 
- II 

2 Which symbol represents a place where 

a you can store your baggage? 

~ 
~ 
~ 
~ 

b you can get emergency medical treatment? 
c you can rent a car? 
d you may have your luggage searched? 
e you might find something you have lost? 

J Match the words in the list with the symbols. 

a hotel reselVations j lost property , lifts 
b immigration k smoking area , ba< 
c luggage trolleys I post office t first aid 
d restaurant I cafe m information u customs 
e bureau de change n hairdressers v toilets 
f baggage store o escalators w telephones 
g email and Internet p departures x arrivals 
h railway station q shops y carrental 
i cashier 

4 Work in pairs. Five services or facilities do not have a 
symbol. Design suitable symbols, and compare with 
the class. 
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In thll unit 
• airport facilities, services, and procedures 
• responding politely to questions and r~uests 
• airport dialogues 
• giving orders, stopping people doing somrlhing 

Reading 
Working in airports 

1 Make a list of the different jobs there are in an airport. 
Which job would you most I least like to do? 

Read the article for people training in tourism and 
complete the missing sections with the extracts below. 

Inside tourism: Getting an 
airport job 

When people think about working in the air travel 
industry they usually think of flight attendants and 
pilots - the cabin crew and the flight crew. But there are 
many other job opportunities at airports. These can 
include working in the various __ 1, or more 
specifically tourism related services, such as the __ '. 

The work of the airline ground crew indudes __ ' 
until they board the plane and are handed over to the 
cabin crew. Most employers will expect ground crew to 
have a good basic education, induding a good level of 
English. You should have a pleasant helpful personality. 
Previous experience in a job which involves working 
with the public (such as __ 4) is preferred. 

As with travel consultants and cabin crew, ground crew 
are usually employed on permanent contracts but often 
work shifts. Free and discounted flights are usually 
offered after a probationary period. 

Some jobs at the airport do not involve contact with the 
public. Examples ofthese are __ '. 

For more information on getting a job at an airport, you 
should ... 

a information desk, the bureau de change, the 
check-in desk, the security check, and customs 
and immigration 

b shops, hotels, restaurants, and banks 

c baggage handlers, mechanics, and drivers 

d restaurants, bars, and shops 

e selling tickets, checking in passengers, dealing 
with enquiries, and supervising passengers 
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Listening 
An airport worker 

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 ~ listen to the interview and answer the questions. 

1 What does the turn-around team do? 
2 How many people are in the team? 
3 Does Ali have any special qualifications? 
4 What is the main stress in his job? 
5 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? 

Z ~ listen again and complete the questions that the 
interviewer asks. 

1 What does ----------------------, 
2 How many ----------------------, 
l What qualifications -----------------, 
4 Is it 

5 What do you 

6 And 

7 So you're 

8 DOYou 

Find out 
Find out about your nearest airport and complete the 
fact file. 

FACT HLE 
Nameofairport:. 

Airport code: ....................... . 

Airlines operating 

Information - telephone number: 

Information -website I email: 

Lost luggage -telephone 
number; ........ 

Distance from main city I cities in 
region: ................................................ . 

Transport options to city: 

Cost of return trip to city: 

Hotel options (at or near airport): 

Restaurant facilities: ..... 

Shopping facilities: ............ .............. . 

BUsiness services: ........ .. 

VIP lounge: ................................... .. 

Car hire companies operating: 

Car park fees (short stay I tong 
stay):.. .. .................. .. 

Vocabulary 
Airport language ---

1 Which airport workers are shown in the pictures? 

Z Complete the questions with the words in the list, and 
say where each question would be asked. 

sharp objects ticket help board 
meeting point window aisle suitcase 
purpose baggage passport help 
checking!n landed meeting 

Can J have your and 

2 Has the flight yet? 

l Did you pack your yourself? 

4 Are you someone? 

5 What is the of your visit? 

6 Are you carrying any in your hand luggage? 

7 Could you mel 
8 Canr: _______ you? 

9 Has your been in your possession at all 
times? 

10 AIe there any seats available? 

11 Can you tell me where the is? 

12 Is it too late to the plane? 

II Are you any bags today? 

14 Would you like an seat? 

J Which questions are asked by passengers? 
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The world's busiest airports 
The world's busiest airports in 2002 5 Tokyo(HNO) 58.7 
(millions of passengers) 6 Dal\as I Fort Worth (DFW) 55.2 

1 Atlanta (ATl) 75.8 7 Frankfurt (FRA) 

2 Chicago(ORO) 66.8 8 Paris (COG) 

1 los Angeles (LAX) 61.0 9 Amsterdam (AMS) 

4 London (lHR) 60.7 10 Denver (DEN) 

• Language spot 
Responding politely to questions and 
requests 

1 Match the following responses by airport workers with 
the five passenger questions in Vocabulary Z. 

a Certainly. How can I help? 

b I'm afraid it is. The cabin doors have been locked. 

c No, I'm sorry, it hasn't. There's been a delay. 

d Yes, of course. It's just over there, next to the 
newsagents. 

e I'm afraid there aren't. The flight's very full . 

2: Which expressions are used as more polite alternatives 
to yes and no? 

J Practise the five exchanges in pairs. 

4 Note how the airport worker gives a reason when 
saying no. This makes the negative more polite. 

Think of a reason for saying no to the following 
questions; 

1 Can we smoke here? 
2 Can I go to the front of the queue? 
3 Is it OK to take my guitar on as hand luggage? 
4 Is there any chance of an upgrade to First Class? 

5 In pairs, practise the four situations above. 

6 Write down three or four questions that a passenger 
might ask - include at least one where you would 
expect a negative response. Ask your questions to a 
partner and act out the dialogue. 

» Go to Grammar reference p.126 

Listening 
Two airport dialogues 

1 (;) Listen to these two airport dialogues. 

1 Where do they take place? 

2 Note down the flight numbers, gate numbers, and 
cities that are mentioned. 

48.6 

48.0 
195 
16.1 

2: ~ Listen again and complete the dialogues . 

CONVERSATION A 

A Could you 11 fm trying to find out if a 
flight has arrived or not 

B 2. AIe you meeting someone? 
A Yes, my brother. He was due in on 'from 

____ 4. Has it arrived yet? 
B Yes, s. Let me check the ' 

Here it is. It arrived an hour ago. He should be 
coming through 1 about now. 

A Right, I'll go there. " you say? 
B Yes,orifhe'snotat 9,trythe 

----" 
A That's a good idea. Can 1\ where the 

meeting point is? 
B 12. It's just overthere, next to the 

newsagents. 
A Thanks for your help. 
B ----" 
CONVERSATION B 

C Hello. Can I have your passport and l? 
D Here you are. 
C Thankyou.Areyou 2 any bags today? 
D lustthisone.Theother's l. 

C Can you put it on the 4? Thanks. Did you 
Syourself? 

D Yes, I did. 
C Has anyone ti your luggage in any way? 
D No, they haven't. 
C AIeyou carrymg any 1 such as nail sdssors? 
D No, I'm not. Can 8 if there are any 

window seats available? 
C No, 9 there aren't. The flight's very full. 

Would you like an aisle seat? 
D Yes, that'll do. 
C OK. Here's your ____ lO. You'll be boarding 

through uin 30 minutes. Have a 

----" 
o Thank you. 

Speaking 
The check-in and information desks 

Work in pairs. Student A. look at p. III Student B,look at 
P·114· 
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compensation (n) money that 
you pay to sb because you have 
injured him/her or lost or 
damaged his/her property 

refund (n) a sum of money that 
is paid back to you,especially 
because you have paid too 

Reading 
Air passenger rights 

much or you are not happy with 
sth you have bought 

voCuntHr (n) a person who 
offers or agrees todo sth 
Without being forced or paid to 
do it 

1 What things can go wrong for air passengers? Think 
about: before boarding, during the flight, after landing. 

1 Now look at the front page of a European Commission 
leaflet about air passengers' rights. What do you think 
air passengers have a right 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 

your journey? 
. lEU) has strengthened your rights. 

The European Union 
t ·mportant Here are the mas I . 

NGS GO WRONG •. , . 
IF TH I d t of rights to ensure air 
The EU has create a se 

n ers are treated fairly. 
passe g , fl' ht is responsible for 
The airline operating your ~g age and must respect 
transporting you and your agg , 

your rightS. 

DENIED BOARD ING h 

'

,,"'ied boarding becauset e 
Were you ,-" t 
airline did not have enough sea son 

the flight? 

CANCElLED FLIGHT 

fl ·'ght been cancelled? Has your 

LONG OElAYS 
Is your flight delayed for two hours or 

more? 

BAGGAGE . a e been 
Has your ched:ed-m bagg g 
damaged, delayed, or lost? 

DENIED BOARDING AND CANCELLATION 

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 
• to an EU a irport from one outside the EU, when operated by 

an EU airline 

DENIED BOA RDING 

When there are too many passengers forthe seats available, an 
airline must first ask for volunteers to give up their seats in return 
for agreed benefits. These must include the choice ofeither 
refund of your ticket or alternative transport to your destination. 

If you are not a volunteer, the airline must pay you 
compensation of: 

• €2S0 for flights of 1,500 k.m or less 
• €4Qa 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: 

• a choice 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. 

CANCEllATION 

Whenever your flight is cancelled, the operating airline must 
give you: 

• a choice 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 tocompensateyou at the same level 
as for denied boarding, unless it gives you sufficient advance 
notice. You shall be informed about alternative transport, 

J Work in two groups, Group A, read about 'Denied 
boarding' and 'Cancellation', Group B, read about 'Long 
delays' and 'Baggage', 

1 Check to see if your answers in 2 were correct. 

2 Find out the level of compensation that the airline 
must provide. 

4 Explain what you have discovered to a student from 
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. 

LONG DELAYS I IMMEDIATE ASSISTANCE 

If you check in on time for any flight, including charters: from 
an EU airport, or to an EU airport from one outside the EU, 
when operated by an EU airline and ifthe airline operating 
the flight expects a delay 

• of two hours or more, for flights ofl,SOO km or less 
• of t hree 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 In groups, look at this airline 'incident and action log'. 
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accommodation when necessary (including transfers), and 
communication facilities, 

When thedelay is five hou rs or more, t he airline mustalso 
offer to refund your ticket (with a free flight back to your 
initial point of departure when relevant). 

If you do not receive these rights,complain immediately to 
the airline operating the flight. 

BAGGAGE 

You may claim up to€1,000 fordamagecaused by the 
destruction, damage, loss, or delay of your baggage on a flight 
by an EU airline, anywhere in the world. If the airline does not 
agree with your claim,you may go to court. 

Fordamagetochecked-in baggage,you must claim in writing 
within seven days of its return and for delayed baggage 
within 21 days of its return. 

For each of the incidents, decide if the airline acted 
correctly according to the European Commission leaflet. 

2: Have any incidents like this ever happened to you, or 
someone you know? Tell the rest of the group about it. 

Incident 

1 Five passengers ove rbooked on 
flight from London to Paris 

2 Flight from Rometo New York 
cancelled at last minute due to 
technical problems 

3 Flight from Zurich to Dublin delayed 
byone hour and 30 minutes 

4 Flight from Madrid toTokyo 
delayed by seven hours 

5 Baggage lost on Bonn to london 
flight 

6 Suitcase damaged, and some 
contents broken and missing (on 
same flight as 5) 

Passenge r action 

No passengers volunteered to go on to 
alternative flight 

All passengers moved on to flight on 
next day 

o/a 

Nearly all passengers agreed to wait, 
but two wanted to cancel and get a 
refund 

Passenger claimed €2,OOO 
compensation 

Passenger made verbal report to clerk, 
but written claim received eight days 
later 

Airline action 

Passengers selected randomly and put on 
alternative fljght (three hours later). Free 
meal and drink given as compensation, plus 
€50 voucher for the Gift Shop. 

Hotel accommodation given (plus meals and 
transfers). In addition compensation of£250 
paid to each passenger. 

Free drink given to all passengers. 

Meals and refreshments given, plusofferof 
airport hotel accommodation. No refunds 
given. 

Passenger given £1,000 compensation and a 
10% discount voucher for a future flight. 

Passenger given €100 compensation. 
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Customer care 
Care or control? 

1 At airports customers must be cared for, but they must 
also be controlled. Can you think of examples of where 
care and control are needed in an airport? 

Z What are the safety or security risks in the cartoon? 

J What should the member of staff say to the passenger? 

Listening 
Two more airport dialogues 

1 Work in pairs. What problems can passengers have at 
airports (a) with their luggage, (b) if they arrive late? 

Z (;l Listen to two dialogues. 

1 In which dialogue is the airport employee showing 
care and in which is she showing control? 

2. Make notes on the problems. 

3 What solution(s) is I are offered in each case? 

J (;l Listen again. Complete the sentences. You may need 
more than one word per space. 

____ to the oversized baggage desk-
sometimes bags go there ___ _ 

2 Yes, I 

3 In the meantime, fill in this form, so we 
can trace it? 

4 If you waitoverthere, this 
out. 

S Excuse me, sir. I'm ,but you 
through there. 

6 I'm afraid -the cabin doors have been shut. 

7 Sir, the barrierllf you do, ___ _ 
call security. 

8 Now,, _____ my colleague atthe airline desk 
over there, that you get on the next 
available flight. 

• Language spot 
Giving orders and stopping people doing 
something 

1 Look at the different language areas used in the table 
below. 

Language 
area 

1 Imperative 

2 Can you I 
cou/dyou? 

3 I'm sorry I 
[,mafraid 

4 ifclause 

(Giving an orderl 
instruction) 

Take off your jacketl 

Can you take 
off your jacket? 

I'm sorry, but you 'll 
havetotakeoff 
your jacket. 

If you takeoff 
your jacket, wecan 
let you through. or 
If you could just 
take off your jacket. 

(Stopping someone 
doing something) 

Don't smoke here! 

(an you please 
not smoke here? 

I'm sorry, but you 
can't smoke here. 
or I'm afraid this is a 
nosmokingarea. 

If you want to 
smoke, you'll have 
togo tothe 
special area. 

Z Which of the examples seem firm but polite, and which 
seem firm but direct? 

J Find other examples in the listening script on p.136. 

4 Write similar sentences for these situations. 

Go to departure gate 
immediately 

» Go to Grammar reference p.126 

wan behind 
lIIe , Blow loe 



Pronunciation 
When we deal with the public we usually want to 
sound firm but polite. 

1 ~ Listen and decide whether these sentences are (a) 
firm but polite or (b) firm but too d irect. 

('I (bl 

I Can you take off your jacket? 0 0 , Can you take off your jacket? 0 0 
3 I'm sorry, but you can't smoke here. 0 0 
4 I'm sorry, but you can't smoke here. 0 0 
5 If you could just take off your jacket. 0 0 
6 If you could just take off your jacket. 0 0 
7 I'm afraid this is a no-smoking area. 0 0 
8 I'm afraid this is a no-smoking area. 0 0 

2 to> Listen and repeat. Be firm but polite. 

J Try saying the follOWing in a firm but polite voice. 

1 Can you put your bag in the tray? 
2 If you could take you watch off. 
3 I'm sorry, but you can't take photos here. 
4 I'm afraid you can't use your mobile here. 

Speaking 
Controlling passengers 

1 Look at the situations. For each one, decide why it is 
wTOng, give a possible reason for the passengers 
behaviour, and say what level of firmness is required. 

I Passenger not waiting behind line at immigration 
2 Passenger not wanting to take off shoes at security 

check. 
3 Passenger refusing to open suitcase at customs 
4 Passenger going through a door marked 'Private' 
S Thinkofanother 

Z In pairs, role-play the situations. Passengers should be 
insistent; employees should be firm but polite. 
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Checklist 
Assess your progress in this unit. Tick (.I ) the 
statements which are true. 

I can describe ai rport facilities and services 

I can respond pol itely to quest ions and 
requests 

I can understand and participate in a variety 
of airportdialogues 

I can give orders and stop people doing 
something 

Keywords 
Airport staff 
baggage handler 
cab in crew 
ground crew 
mechanic 

Airport places and procedures 
aisle departure lounge 
baggage reclaim escalator 
barrier 
bureau dechange 
customs 
departure gate 

Other nouns 
boarding pass 
limousine 
passenger flow 

Verb 
land 

Next stop 

immigration 
lost property 
passport control 
secu rity check 

scales 
seatbelt 
trolley 

1 What encounters have you had as a tourist 
or visitor in any of these places: a travel 
agency, a tourist information office, an 
airport, a hotel, or when using a website? 

2 Who did you meet? 

J Howdid they help you? How doyou rate 
the service they provided? 
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Pairwork 
Unit 1 p.8 
Job skills 

Student A 

Information 

Nationality 

Ag' 

Job 

Qualitiesand skills 

Working hours 

Typical daily tasks 

Things he Ishe enjoys 
about the job 

Relaxing after work 

Own holidays 

Unitz p.14 

Jamyang Shiw ah 

Tibetan 

29 

Mountain tour gUide 

Physically fit 
Knows the mountains 

Varies. 24 hours a day 
when on an expedition 

Meets and greets the travellers; 
gUides them along the route; 
looks after them; interprets 

The mountains, the outdoor life, 
meeting different people 

Plays music 

With his fam ily in the city 

The biggest spenders and the biggest earners 

Student A 

Top 10 Tourism Spenders 

Position Country Expenditure 
($ billion) 

the USA 62.1 

2 Germany 48.1 " .~ 

3 the United Kingdom 36.4 ] 
~ 

4 Japan 35.6 

5 Spain 24.7 

6 France 18.4 

7 Italy 17.7 

8 Austria 13.5 

9 Canada 12.7 

10 the Netherlands 11.3 
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Describing a destination 

I 

Location and geographic features 
• southern hemisphere 
• between Atlantic and Indian Oceans 
• 1'/4 million square kilometres 
• central plateau (or 'veld') with mountains to the 

south and east 
• dramatic coastline and many beaches 

Climate 
• warm, temperate, and dry 
• 65% of the country has less than 50 em rainfall a year 

Tourist attractions 
• mountains and fabulous beaches 
• vineyards 
• wildlife reserves (e.g. Kruger National Park - 137 

mammal species, 430 bird species) 
• Cape Town - lively city life and culture 

Other 
• tourism is a major industry 
• problem of rising crime in some parts 

SEYCHELLES 

Location and geographic features 
• middleof lndianOcean 
• 1,500 km east of Africa 
• 115 islands 
• capital is Victoria on island of Mahe 

Climate 
• tropical oceanic 
• only small change in temperature throughout year 
• rainfall is low, especially in June, July, and August 

Tourist attractions 
• fabulous beaches (e.g. at Praslin) 
• the climate 
• unique flora and fauna, including the giant tortoise 
• honeymoon island ('paradise') 

Other 
• economy relies on tourism 
• tourism employs 30% of the workforce 

Pairwork 109 

Unit 3 p.23 
Talking to tour operators 

Student A 

, You are the tour operator. Use the information in the 
box to answer your partner's questions. 

Tour feature Tour: Beaches of Kerala (Southern India) 

Tour area + Beach resort holiday 
type 

Air fares 

Transfers 

Meals 

Hotels 

Groups 
(= 7+ people) 

Not included. Client must organize 

Transfers to and from airport on fi rst and 
last day included. Private minibus used 

Breakfast & evening meal.Breakfast & 
lunch on day of departure 

All hotels locally owned and managed. 
Maximum size", 24 rooms. All hotels 
have private gardens and luxury-class 
services, etc. 

Not accepted. Maximum 4 people per 
booking. No minimum 

Discount for None 
grou ps 

Travel agent's 10% 
commission 

Brochures Available next month for next season 

1 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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Unit 5 p.42 
Suggesting alternatives and making a 
recommendation 

Student A 

1 You are a sales consultant. Your partner is a customer. 
Suggest alternatives from the boxforthe situation the 
customerdescri"bes.Finish by recommending the best 
option 

Suggestions 

Situation 1 A trip to the Pyramids and the Nile 
A pass tothe Formula 1 face at Monaco 
A beginner's course in scuba diving 
[Your own suggestion] 

Situation 2 A round-the-world flight 
A safari and beach package in Kenya 
A cruise around the Caribbean 
lYourown suggestion] 

Situation 3 An opera tour of Germany and Italy 
A tou r of the Greek Islands 
A trip to Patagonia 
{Your own suggestion] 

2 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 I 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 

Unit 4 p.35 
Changes in tourist motivation 

Student A 

Survey A: What were the main reasons for your holiday 
journey? (1986) 

1 Switching off, relaxation 
2 Getting away from everyday life, and haVing a 

change of scene 
3 Recovering strength 
4 Experiencing nature 
5 Having time for one another (friends or family) 
6 Getting sunshine, escaping from bad weather 
7 Being with other people, having company 
8 Eating well 
9 Having fun and entertainment 

10 Doing what I want, being free 

Unit 10 p.89 
Cultural differences 

Don 't have long conversations in your own language in 
front of hosts who don't understand. 

Do sit with your feet underneath you or cross-legged. 

Don't walk in front of an older person. 

Don 't let a post or fence come between you if you are 
walking with a Mongolian. 

Do receive food or a gift from a Mongolian with both 
hands. 

Don't point a knife in the direction of anyone. 

Don't turn your back on an altar or religious object. 

Do take a sip or nibble of drink or food that is offered. 

Do walk round inside a house or tent in a clockwise 
anniversary. direction. 

Unit 5 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 
establish rapport. Invite them to have a seat and then 
use open questions to investigate their initial needs. 
Make notes of what they want. 

Don't take food from a plate with your left hand. 

Do keep your hat on when entering a house or tent. 

Don't touch other people's hats. 

Do leave a small gift, other than money, for your 
hosts. 

Do take off your gloves before shaking hands. 
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Unit 7 p.62 
Giving information about hotels 

Student A 

Home Hotels Resorts FAQ 

The H1 0 Las Palmeras hotel Is located In Playa de las 
Americas, surrounded by generous subtroplc.al 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 Palmer as' restaurant, 
where there is a buffet wi th 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 

Callerl 
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: 63818352 7497 6832 
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: 740D 6583 4545 4890 
expiry date: 01109 

Sports & le isure 

The hotel has two swimming pools (one heated in winter), 
with a special section for children, three tennis courts, ping 
pong, and billiards. 

Facilities & se rvices 

Hairdresser, internet corner, private parking, souvenir 
shops, car rental, money exchange, room service, TV, games 
room, meeting rooms, and day and night-time 
entenainment are also available in the hotel. 

UnitS p.71 
Do you SWOT? 

Student A 

transport and access -transport links with the rest of 
the country are very good (5) 

accommodation - already good and getting better (5) 
restaurants, etc. - good and varied but not geared to 

tourism yet {OJ 
local food - original and tasty but not well· known (0) 
nightlife and dubbing - not very good and not very 

safe (W) 
museums and art galleries -very good in the other city 

in the area (T) 
activities for families -a very good range of activ1ties 

(5) 
the weather -unpredictable summers. Cold winters. (T) 
marketing potential - very high but not yet used to its 

full potential (OJ 
marketing strategy - no marketing strategy{W) 
current advertising - only brochures and a poor web 

page (Wj 
the image of the city - poor, and often identified with 

industry and contamination (W) 
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Unit9 p.79 
The air travel route map 

Team A 

Baggage: Personal possessions taken on to 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 wit hout 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 a different airport 

Return trip: an air journey that departs from and 
arrives back at the same airport 

Stopover: An int erruption to a trip lasting twelve or 
more hours 

Terminal: The airport building t hat has all the facilities 
for passengers that are arriving or departing 

UnitlO p.90 
Escape and enlightenment holidays 

Student A 

Unit 10 p.88 
Questions on Antarctica 

Student A 

Ask B t hese questions. Make notes and ask for 
clarifi cation and more details if necessary. 

1 Where do ships leave from? 
2 Dowe get a chance to goashore? 

Answer 8's questions using this informat ion. Give as 
much detail as possible. 

ANTARCTICA 
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 wi ll fi nd is a number of very well informed 
and experienced cruise guides working on the ship who 
will give lectures on a regular basis about various 
aspects of Antarctic history and natural history. These 
wi ll also often be around to social ize in the evenings 
along with some of the ship's cre\v and captain. 

RIO CALIE NTE Hot Springs - Spa and Nature Resort 
Primavera, Mexico 

Home 

Therapies 

Activities 

Booking 

Rio Caliente is a natural hot spring!. spa and retreat centre, anly 45 
minutes from the intemational airport of Guadalajara, Mexico. 
Situated on the slopes of an ancient valley, it offers the natural beauty 
of the forest and mountains and boasts a perfect mountain climate. 
Rio Caliente provides the ideal secluded location for the spa-goer 
seeking rest, relaxation, and rejuvenation . 

AI Rio Caliente, you can enjoy doily yoga and water exercir.e, guided 
nature hikes, soaks in hot mineral water, horr.ebock excursions, 
mas!.Oge, aromatherapy, beauty and anti-aging treatments. 

Re<:ha rge your spirit andyour imagination. Recharge your body and 
soul. Come 10 Rio Caliente! 



Unit 12 p.103 
The check-In and information desks 

Student A 

1 You are a check- in clerk. Look at the departures board and seat 
availibility notes and answer Student 8'5 questions. 

REM INDERS: * Ask security questions * Check passenger has correct flight * Check in luggage 
(hand luggage == one bag only) 

* Give boarding pass and gate number * Point out if flight is on time 

Unitz p.14 
The biggest spenders and the biggest earners 

90 

StudentB 

Top 10 Tourism Earners 80 

Position Country Receipts ($ billion) 70 

the USA 85.2 60 

2 Spain 36.4 
• 50 

3 France 33.4 § 
Italy 27.5 " 4 ~ 40 . 

5 the United Kingdom 23.1 
30 

6 Austria lS.0 

7 Germany 16.3 20 

8 China 16.2 
10 

9 Greece 13.1 

10 Canada 10.8 0 
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.z Now change roles. You are a customer 
meeting a traveller. Ask the information 
clerk questions to find out about the 
following. 

. 

Customer meeting traveller 1 
Meeting: Ms Amanda French (business 

contact) 
Flight: from Auckland (NZOOS?) 
Note: VIPtravelling first class 

Customer meeting traveller 2 
Meeting: Doris Marshall (your 

grandmother) 
Flight: UA955 
Note: Never flown before 

Customer meeting traveller 3 
Meeting: Ko Miyuki and family 
Flight: from London but not sure of number 
Note: worried because you arrived late 

Customer meeting traveller 4 
Meeting: Thorsten Krebs from Germany 
Flight: VS019 from London 
Note: needs to be at very important 

meeting at 16.30 

To lO Tourism S ;enders 

. 

. 

. 

. . . 

2 3 4 5 6 1 8 9 10 

Country 
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Unit 12 p.103 
The check-in and Information desks 

StudentS 

1 You are a passenger. Ask the check-in clerk about 
departures and seat availability. 

Passenger 1 
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) 

I 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. 

Unit 3 p.23 
Talking to tour operators 

StudentS 

1 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. 

I Now change roles. You are the tour operator. Use the 
information in the boxto answer your partner's 
questions. 

Tour fea ture Tou r: Mexico and its fo lklore guided tour 

Tour area 
+type 

Airfares 

Tra nsfers 

Meals 

Hotels 

Culture and folklore ci rcular tour from 
Mexico City 

Tou rist-class ticket included 

Transfers to and from airport and all 
transfers during tour included. Coaches 
and local t axis used 

All meals included except on the two free 
days when only breakfast included 

Only luxury-class international hotels used 

Groups Accepted 
('" 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 



Unit 5 p,42 
Suggesting alternatives and making a 
recommendation 

StudentB 

1 You are a 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 1 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. 

2 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 oIltion. 

Situation 4 A tour of Northern India including a visit to 
theTaj Mahal 
A week in a lUxury spa 
An eight-day cruise around the 
Mediterranean 
[Your own suggestion] 

Situation S A self-drive tour in a motor home 
A Greyhound Coach Canada Pass 
A pass for the Trans-Canadian railway 
[Your own suggestion] 

Situation 6 An apa rtment in a Mediterranean resort 
A tr ip to Disneyland 
A holiday in a family resort village like 
CenterParcs 
[Your own suggestion] 

Pairwork 115 

Unit 5 p.39 
Investigating a client's needs 

Customers 

1 Students B Ie. 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. 
You would 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 Students C Ie. A 
You and your partner are customers. 
You are interested in a weekend break in a European city 

but you want something different -you've been to 
Paris, Rome, Madrid, etc. already. 

You are not sure exactly where you want to go-pe.rhaps 
one of the Baltic capitals (TalUn, Riga,or Vilnius) or 
perhaps Warsaw or Berlin. You are not really sure. 

You would like a tour with guided excursions and visits. 
You want free time to do some shopping. 
You don't really want to spend the whole time looking 

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. 

3 StudentsA&B 
You and your partner are customers. 
You are interested in a beach holiday in Greece. 
You'd like to see Athens and a bit of history, 

monuments - that sort of thing -but you are really 
interest ed in relaxing on the beach on an island. 

You would quite like to do a bit of snorkelling or even 
try scuba diving, but nothing strenuous like walking. 

You've got two weeks. 
You want try local food. 
You want a villa or apartment so that you can do your 

own cooking. 
You'll be travelling with a friend. 
You want to hire a car and see the island. 
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Unit 8 p.71 
Do you SWOT? 

Student B 

transport and ac.c.ess - excellent for both domestic and 
international arrivals (5) 

accommodation - abundant but expensive and not 
very good (W) 

restaurants, ~c. - varied, good food, interesting (5) 
local food - world·famous (5) 
nightlife and clubbing - really good but only local 

people know about it (0) 
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) 
maIketing potential - quite limited because most 

tourists already know the city (T) 
marketing strategy - a group of experts are preparing 

a new strategy (0) 
cunent advertising - the city only uses a limited 

number of promotional techniques (0) 
the image of the city - is often closely linked to other 

cities in the area (Tl 

Unit 4 p.35 
Changes in tourist motivation 

StudentB 

Survey B: What were the main reasons for your holiday 
journey 1 

1 Going to places I haven't visited before 
2 Meeting new and different people 
3 Opportunities to increase one's knowledge 
4 Experiencing new and different lifestyles 
5 Having fun. being entertained 
6 Just relaxing 
7 Escaping from the ordinary 
8 Being together as a family 
9 Trying new food 

10 Talking about the trip after I returned home 

UnitlO 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 p lace of StJames. Pilgrimages 

began in the 10th century. 

We follow the whole route from le Puy to Santiago in 

ten stagel. 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 iJ maved ahead each day, and you are 

accommodated in comfortable small hotelJ: and guest 

houses with breakfast and dinner unless otherwise stated. 

Depart any day you like from 1 MiY'j to 30 October. 



Unit 10 p.88 
Questions on Antarctica 

StudentB 

Answer A's questions using this information. Give as 
much detail as possible. 

ANTARCTICA 

Peninsula voyages generally depart from Ushuala in 
Argentina. Other South American ports areocc.asionally used. 

For trips to the Ross region and Eastern Antarctica, 
commonly used ports are Hobart in Australia, and Auckland 
in New Zealand. 

Departures sometimes set out from Cape TO\'m and Port 
Elizabeth in South Africa, and F'remantle I Perth in 
Australia. 

One of the main rules that will affect your visit is that only 
100 passengers at anyone time may be landed in anyone 
place in Antarctica. This is to help preseIVe the fragile 
ecosystem. If you are on a small ship of up to 100 passengers, 
then you get a chance to go ashore eve!)' 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. 

1 Dowe need a visa? 
2 What are the ships like? 

Unit 7 p.62 
Giving information about hotels 

StudentB 
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UniU p.79 
The air travel route map 

TeamB 

Air ticket: A contract between an air carrier and a 
passenger that gives t he passenger the right to 
travel on speCific flights 

Carrier code: A unique two letter code that is used to 
identify an airline in official schedules and 
timetables. BA, for example, is the carrier code for 
British Airways 

Code sharing: An agreement between two air carriers 
that allows the first carrier to use its carrier code on 
an aircraft operated by the second one 

Filst class: The best service and highest fare offered by 
an airline 

Frequent flyer program: A programme offered by 
airlines that gives frequent travellers pOints that are 
valid for free or discounted travel in the future 

Gateway airport: An airport that is the main entry 
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 passenger to go 
round the world, stopping in at least three 
continents, but always travelling either east or west 

Scheduled airline: An airline that offers regular flights 
that depart and arrive at published times 

Transit : Passengers who are waiting to changes planes 
at a hub airport 

HOTEL FACILITIES 

This modem hotel in the city centre, styled for 

the intemational business tmveller's needs, is 

within walking distance of the city's busy 

fairground and the financial district with its 

characteristic sk)'Scrapers, and otTers guests 

free use of all Frankfurt public transport, 

including the retum trip to the airport. 

Genernl Services 
• Dry Cleaning I Laundry Service 
• 24-Hour Front Desk 

• Safety Deposit Boxes 
• Left Luggage I Storage Facilities 
• Cots I Cribs 

• Restaurant 
• Lounge I Bar 

Business Facilities 

• ~Ieeting Facilities 
• Se<:retarial Senices 

• Internet access 
• Black & White photocopying 

• Faxservice 
• TV & Video hire 
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Unit 10 p.90 
Escape and enlightenment holidays 

StudentC 

Unit 1 p.8 
Job skills 

StudentB 

Information 

Nationality 

Age 

Job 

Qualities and skills 

Working hours 

Typical daily tasks 

Things he I she enjoys 
about the job 

Relaxing after work 

Own holidays 

Dhanakosa Buddhist Retreat 

Jamyang Shiwah Maria Sanchez 

Mexican 

25 

Children's activity organizer in Cancun Mexico 

Friendly and patient 
Good with children 

8.00 to 12.00 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 or sleeping, sometimes dancing 

Visits friends in Mexico and the US 
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Grammar reference 
1 Modal verbs, Verbs + -;ng 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, could, may, 
might, should, and ought to. 

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 

r I You I He I She I It I We J They can start work 

immediately. 

'" subject ... can ... infinitive 

NOT He can fB start work immediately. 

Negative. 

I I You I He I She I It I We IThey cannot (can't ) start 

work immediately. 

'" subject + can't ... infinitive 

NOT I 88R't €6!R start work immediately. 

Questions 

Can I I you I he I she / it I we I they start work 

immediately? 

= Can ... subject ... infinitive 

NOT £;18 >'6(.1 €6!R 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 I need to wear a uniform? 

Verbs + ~ ;ng 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. 

I am good at making people relax. 

Other verbs and expressions are followed by the 
infinitive. These include beable 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. 

Present Simple + adverbs of frequency 

Positive 

1/ You / We I They provide good. service. 

He / She lit provides good service. 

'" subject + infinitive 

Negative 

I I You I We I They do not (don't) understand the 

language. 

He I She / It does not (doesn't) understand the 

language. 

= subject ... do / does + not+ infinitive 

Questions 

Do II you I we I they have a private bathroom? 

Does he/she /it have a prtvate bathroom? 

'" Do / Does ... subject + infinitive 

Be careful with the he I she I it forms. 

NOT He ~ good service. 
NOT She ~ understand the Ia.ngua.ge. 

We use the Present Simple to tall:: about things that are 
always true. 

A tour operator organizes the different parts of a 
holiday. 
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We can use the Present Simple + an adverb of 
frequency to talk about habitual actions in the present. 

I 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 

am working. 

You' We ' They are working. 

He I She ' It is working. 

= subject + am I is I are + -ing form 

Negative 

am not (I'm not) working. 

You I We I They are not (aren't) working. 

He' She' It is not (isn't) working. 

= subject + am l islare+ not +-ing form 

Qu estions 

Am working? 

Are you I we' they working? 

Is he I she' it working? 

=Am l lsI 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 l'f¥I ~sti"'~ mynewjob. 

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 oj two islands. 

The islands are very green. There are many beautiful 
flowers. 
The extreme north has got a subtropical climate. 

Note: consist + oj + 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 

New Zealand is located in the South Pacific Ocean. 

"" subject+ am l islare+pastparticiple 

Negative 

New Zealand is not (isn't) located in the South 

Pacific Ocean. 

,. subject + am I is I are + not + past participle 

Questions 

Is NewZealand located in the South Pacific Ocean? 

= Am I Is I Are + subject + past participle 

It consists oJtwo islands. 
NOT n is €s",sis~ti oJtwo islands. 

The Balearic islands are located between Spain and 
North AJrica. 
NOT The Balearic islands~between Spain and 
North AJrica. 

Other verbs like be located are be situated and be Jound . 

Mount Etna isJound in Sicily. 
The main harbour is situated on the west coast. 

The verbs lie, consist, and have got are not used in the 
Passive. 

3 Present Simple questions, 
Prepositions of time 
Questions 

We usually make Present Simple questions with do I does. 

Do you have a brochure? 

= Do I Does + subject + infinitive. 



We usually answer Yes or No to these questions. 

With some verbs, questions are not formed with Do I 
Does. These include the verbs be, can, and have got. 

Is the hotel near the sea? 

'= Present Simple of be + subject 

Can you give me a discount? 

'" Can + subject + infinitive 

Have you got a brochure? 

= 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 for, and how long. 

How much does thetourcostl 

Prepositions of time 

We often use the prepositions in,at, on, andfor to talk 
about time. 

in parts of days, months, seasons, years 
in the morning, in theajternoon 
in March 
in winter 
in 2007 
to say how scon something is going to happen 
The tourwiIJ start in two weeks. 

at times of the day, mealtimes 
at Sa.m., at 4 p.rn. 
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 Satu rday afternoon 
on Christmas Eve, on my birthday 
on 7 June 
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fOI to talk about how long something will last 
We will stay in Barcelona for two days I for a long 
time I for a short time. 

4 Giving reasons, describing 
trends 
Reasons 

There are several ways of giving a reason for 
something: because, because oj, to,for, in case. 

I'm in London because I'm going too university reu nion. 
because + subject + verb 

The flight was delayed because offog. 
because of + noun 

We went to Berlin for my sisters wedding. 
Jor+noun 

They're in New York to attend a conJerence. 
to + infinitive 

In case refers to a reason 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? 
Wha t '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 are taking more diverse holidays. 

'" subject + is I are + . ing 

Present Perfect describes a trend that began in the past 
and which continues up to the present. 

Independent holidays have become more popular. 

'" subject + has I have + past participle 

Past Simple describes a trend that ended in the past. 

The country's revenue from tourism increased. 

"" subject + past form 
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It is common to use a time phrase with the different 
tenses 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 
Of slowly trends develop. These include: 

slowly I gradually Isteadily ..... strongly I sharply I 
dramatically 

Online bookings have increased dramatically over the 
past five years. 

5 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. 

Do you often go on package holidays? Yes, I do.! 

No, I don't. 

'" auxiliary verb + subject + main verb 

Note that it is more usual in English t o reply to a closed 
question with a short answer, rather than a simple y es 
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/ong ("'- time) 
how far ('" distance) 
how often (= frequency) 
how much I many (: quantity) 

How did you travel here? By train.! I travelled here 

by train. 

When did you arrive? at 10 o'clock. / I arrived 

at 10 o'clock. 

= question word + did + main verb 

Suggestions and advice 

There are several ways of making suggestions and 
offering advice. 

You should 

Whydon'tyou 

You could 

+ infinitive You should try the Best of 
Australia tour. 

+ infinitive Why don't you take the 
full-board option? 

+ infinitive You could look for 
information on the 
Internet. 

IfIwereyou, I'd + infinitive Iflwereyou,I'd travel in 
the spring. 

Your best option + infinitive Your best option is to hire 
is to a car. 

Howabout +-ing 
Haveyou 

thought about + -ing 

Howabout going by bus? 
Haveyou thought about 
going by bus? 

6 Comparatives, Describing a 
timetable 
Comparatives 

Look at the table below. 

Adjective 

One syllable 

One syllable 

endingin-e 

OnesyUable 

ending in one 

+ one consonant 

Comparing 
two things 

+ -er, -est 

+ or, -st 

duplicate 

consonant + -er 

Not e: we do not duplicate w. 

Comparing 
more than two 
things 

cheap cheaper 

the cheapest 

large larger 

the largest 

big bigger 

the biggest 



Two syllables 

endinginy 

replaceywith easy easier 

; + -er the easiest 

Two syllables + more I most famous 

Irregular adjectives 

more famous 

the most famous 

good better 

the best 

bad worse 

the worst 

far farther I 

further 

the farthest I the 

furthest 

Other ways of making comparisons are 

(not) as .. . as A bus is not as convenient as a tax.i. 

less + adjective + than The trains afe 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. 

The train departs at 9.00. 

= subject + present simple + phrase 

A phrase can consist of 

a prepositionoftime, 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 form is often used e.g., may I can / may not I 
must I 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 for a building or an address 
Many people stay at our campsite. 
The guesthouse is located at 12 Norlhumberland 
Avenue. 

in for a specific street, town, or country, and the 
countryside in general 
The hotel is in Norlhumberland Avenue. 
I'd prefer to stay somewhere in the countryside. 

on for rivers, the coast, famous streets, and floors of a 
building 
I'm staying at a hotel on Fifth Avenue. 
Our room is on the seventhfloor. 

Note that both in and at can be used for buildings. In 
generally refers to a pOSition inside, while at suggests 
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 to 
describe location, which need to be learnt individually, 
e.g. in the middle,at home, on the top. 

Between means in the middle of two things. 

The gymnaSium is between the car park and the 
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 ~asj~ ta the station. 

Near (to) means not very far from something or 
someone. 

I'd prefer to be near (to) the financia l distn·ct. 

Next to means at the side of something or someone. 
I am standing nex.t to the conference centre. 
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8 Verb patterns, Superlatives 
Verb patterns 

There are several types of verb patterns: 

verb + object 
provide, offer 

The hotel provided a 
questionnaire Jor each guest. 

verb + to + infinitive 
be prepared to, 

The company is prepared to 
invest heavily. 

hope to, need to 

verb + object + to 
+ infinitive 
give, send, ask, tell 

verb + object 
+ infinitive 
let, make 

Superlatives 

We are hoping to attract a lot 
more customers. 
The hotel needs to develop a 
leisure programme. 

We asked him to write a report. 

Let your customers know about 
changes to your services. 
The hotel made him pay a single 
supplement. 

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 

One syllable 

One syllable 

ending in-e 

One syllable 

ending in one 

+ one consonant 

Comparative Superlative 

+ -er, -est cheap cheaper 

the cheapest 

+-r, -st large larger 

the largest 

duplicate big bigger 

consonant + -er the biggest 

Note: we do not duplicate w. 

Two syllables 

endinginy 

Twosyllables 

replaceywith easy easier 

i + -er the easiest 

+ more / most famous more 

famous 

the most famous 

Irregular adjectives good better 

the best 

bad worse 

the worst 

far farther I 

further 

the farthest / 

the furthest 

Ita ly's tourism campaign was judged to be the best 
The highest number oj people voted Jar New York's 
campaign. 
All the campaigns highlighted the most interesting and 
unusual as peets oj 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. 

9 Like or dislike, Polite questions 
Like or dislike 

, There are several ways of talking about things that we 
like or dislike. 

Strongly like 

Neutral 

reallylove 
love 
really like 
like 
prefer 
quite like 
don't mind 
don't /ike / dislike 
really don't like 
hate 

Strongly dislike really hate 

All these expressions take the same structure: verb + 
-ing or verb + noun. 

I really hate queuing at the check·in. /1 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. 



Polite questions 

We usually make questions with an auxiliary verb and 
a main verb. 

Can you answer a few questions? 

eo 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. 

Wauldyou mind ... -i"g Wou/dyou mind telling me 
what you do? 

Could you ... infinitive Could you give me a few 
minutes of your time? 

Can r ask you ... indirect Can I ask you where you work? 
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 

10 Talking about experience, 
Describing service provision 
Talking about experience 

We often use the Past Simple and the Present Perrect to 
talk about experience. 

Past Simple 

Positive 

I enjoyed the tour. 

=' subject ... past form 

Negative 

I didn't see the Northern Lights. 

= subject ... did not {didn't) ... infinitive 

Grammarref~ us 

Questions Short answers 

Did you visit the famous Ice Hotel? Yes, I did. 

No, I didn'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 much better travel company. 
1 tried windsurfing/ast year. 

Present Perfed 

Positive 

I have tried white-water rafting. 

.. subject ... have / has ... past participle 

Negative 

I haven't found a suitable company. 

- subject ... have / has not + past participle 

Questions Short answers 

Have you visited the famous market? Yes, I have. 

NO.1 haven't. 

'" Have / has ... subject ... past participle 

We use the Present Perrect to talk about things that 
have happened to us at some point in our lives. It is 
generally not important when these happened because 
the Present Perrect focuses on the experience itself. 

['ve climbed Costa Rica's hi9hestpeak. 

When talking about experiences. we often use ever 
with questions in the Present Perrect to mean 'at any 
time in your life'. 

Have you ever visited Machu Picchu? No, I've never 
been there. 

Describing service provision 

We can use several tenses and verb forms to describe 
the services that are available to customers. 

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 can + 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 offerin 
this form. 

Manyopportunities 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! 

11 1/sentences 
1/ 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. 

If you 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 Pertect 

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 wm 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. 

It is not always necessary to begin the sentence with 
the ifclause. 

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 
sayingyes 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 response 
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, I haven't. 
Couldn't you upgrade me? I'm afraid not The flight's 
full. 

Giving orders and stopping people doing 
something 

Some orders are more direct, and therefore less polite. 
Some are indirect and therefore more polite. However, 
a lot 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 •. . 1 + infinitive 

Can is relatively informal, and is often used with please, 
while could is generally more polite than can. 

Can you wait behind the yellow line (please)? 
Couldyoufill in this/arm? 

I'm sorry / I'm afraid 
It is polite to apologize when stopping someone from 
doing something. 
I'm afraid this Is a non-smol>ing area. 
I'm sorry, you can't take photographs here, 

Ifclause 
An if clause can be used to ask someone to do 
something. Jfis 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 
Unitl Listening 

Threejobs 
1 
J like the job. J like being the front line, the 
first point of contact. I think rm quite good at 
dealing with people. I know how to smile. 
although sometimes on a bad day, it"s hard. I 
guess the tasks I do are a bit routine ifrm 
honest - ] check In arrivals, hand out room 
keys, process enquirIes and reservations, that 
kind of thing. J work shifts. which can be a 
drag. ] usually start at six in the morning, 
which is OK because! get off nice and early, 
but then occasionally] do the late tum and I 
don't finish till after midnight - this wuk I'm 
doing the late shift. 

There's always something different going on. 
For example, we had a group from Japan 
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 .I'm waiting forthem 
tocome back, so I can su how they all got on. 

2 
I started here about two yeaB ago. As the 
manager, I'm mainly in the back office. I don't 
deal directly with the public atthe 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 tor the first part 
of the morning at least. I have to talk to local 
businesses, hotels . tour companies. to check. 
that we're providing the service they want, that 
we ·re stockingtheiI brochures and so on. I also 
arrange presentations. and I get invited to a lot 
of social events to network and talk about 
tourist information services in the dty. rm 
working on a big presentation for some Italian 
clients at the moment. 

3 
This is my secondseason.Alot ofreps only 
survive one season, because it's very 
demanding work - we don't get paid a lot and 
we only get one day off a week. Ifeel a lot 
more confident about things this time. I 
couldn"t do the job all year, but as the season 
only lasts three months, it's OK. We work very 
long hours, especially on changeover days. 
We take the guests who are going home to 
the airport at six in the morning, and bring 
back the new group. We then have to get 
them settled. sort out any problems - and 
there always are problems! - and do the 
paperwork. SO I often don't finish until 
midnight on changeover day. 

llike working with people andon the whole 
the guests are good, but some of them can be 
very annoying - although I never show it of 
course . because the customer is always rightl 

Unit 1 Pronunciation 

agent 
attendant 
manager 
catering 

guide 
porter 
tourIsm 

pilot 
attractions 
calm 

Unit 2 Pronunciation 

Russia 
Madrid 
France 
Paris 

London 
Italy 
MexiCO 
Tokyo 

Unit 2 Listening 

Where do tourists go? 
Exercise 3 

China 
Japan 

a We had a total ot19,000 visitors last year. 
b The population is 80 million. 
c The average age of visitors tothe museum 

is 30.5 years. 
d Ittilisabout 15 minutes to gettothe airport. 

Exercise 4 

19 90 18 80 13 30 15 SO 

fxercise6 

OK,I'm gOlngto tell you the top ten tourist 
destinations in the world. The top country is a 
European country - can you guess which? To 
make it more interesting for you I'm going to 
start at the bottom with the tenth place, 
where we have Germany. which had a total of 
19 million tourist visitors last year. In ninth 
place, we have Canada which had 20 million 
visitors. Then there aretwocountrtes 
togethe r in seventh place, Mexico and Russia. 
both with 21 million.lnsixth place comes the 
United Kingdom with 2 5 million Visitors. 
Then in fifth place, and the highest Asian 
country - any ideas which one? (Japan?) No, 
not Japan. It's China with 31 million. In fourth 
place. we have Italy,41 mlllion :third is Spain 
with 48 million. Which leaves the top two: the 
United States in the silver medal position, If 
you like, with 51 million. And topofthe 
charts. by a long way, is .. . Francewith 75 
million tourist visitors. Did anyone guess 
right? 

UniU Listening 

Favourite places 
I..lnterviewer, L.,Liz, R",Regula, v .. Valery 

Liz, how do you J!ke to spend your holidays? 
L Well ,I'ma teacher in Londonand I think 

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 
an old ruined castle. and that's five miles 
away. 
Sowhat do you dothere? 

L Lots of walking through the hills. Or 
sometimes I drive overlo 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 metr~ - so it's got to 
be a real emergencyl 
Sounds great. What about you. Regula 
what's your favourite destination? 

R I suppose you could say that Andreas 
thafs 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 herit age of a place. But my 
favourite place at the moment has got to 
be Barcelona. I love the Gaud! architecture, 
and of course the delicious food.! 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 doyou spend 
your holidays? 

V Usually. I goto the Medite rranean. My 
father has a villa on Cyprus - my parent s 
go there for a relaxing break, but it's not so 
interesting for me.llike to go to dubs with 
my friends, mut girls. dance, and drink a 
few beers. ! think the best place is !biza.l've 
been there for two summers and Irs a good 
scene with exciting nightlife and live ly 
bars. [ don·t go for the sun. I think there are 
too many crowded beaches. Last year. I 
stayed on for the season since I got a job in 
a bar. That was cool! Maybe J'llgo back this 
summer. 
Thankseveryone. 

Unit 3 Listen ing 

Why choose a package holiday? 
!", Interviewer, H"Helga 

! Helga. what would you say were the 
advantages of a package holiday? 

H Well,l tmnk the most obvious advantage 



is the saving in cost. Package holidays are 
cheaper than the same holiday bought 
independently, We're tour operators, and 
so we're buying in bulk.and we buy in 
advance - sometimes as much as two years 
in advance - and this means that we get 
good prices for airline seats, tor hotel 
rooms, tor accommodation in general, and 
for other services, The independent 
traveller simply cannot get prices as good 
as ours, So yes, I'd say the low cost is the 
most Important advantage, 
Are there any other advantages1 

H Well, yes, there are. Anotherlmportant 
advantage of the package holiday is that 
you know how much the holiday wlli cost 
before you've left home, The 
accommodation, transport, transfers. a lot 
of excursions - all this is included in the 
price, In fact, we call it an all·inclusive price 
- the only other money you will spend is 
buying souvenirs,drinks,or small things 
like that. Witha family, where the money 
they have might be limited, you know how 
much the holiday's goinS to cost you 
before you leave home. 
Can you give meone more reason for 
taking a package holiday~ 

H Well, another thing Is the fact that It's been 
organized by professionals, So, as tour 
operators we've been to the destination, 
We've confirmed that the hotel meets our 
standards and we've checked with local 
guides. 
So this means that you won't have any 
problems-you can relaX,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, on Site. 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 

The 'Peace in Burma'tour 
1 .. lnterviewer, B .. Begona 

I What are the features of Burma that 
interest people from Europe? 

B It's very peaceful. That'san important 
feature. Burma doesn't have a lot of 
tourists compared to Vietnam, Cambodia, 
especially compared to Thailand. 

I What else does Burma offer 1 
B There are very good beaches andwe are 

starting to have very good hotels also. 
Is it mainly beach tourism,or are there 
cultural attractions that people are going 
toBurmalosee? 

B Well, cultural attractions are the most 
common reason for visiting Burma. 
Can you give us details of what sort of 
things people set!? 

B Yes, We always start with Yangon or 
Rangoon. which is the capital of Burma. We 
stay there overnight the first night and the 
last night. when we enter and leave the 
country, And we atways visit Bagan. Bagan 
Is full of temples. It has more than 2,000 

temples so our groups always stay there 
three nights, and they get to see a lot of the 
temples, Also they can ~nt a bicycle, they 
can go by horse-drawn carriage and it's a 
very interesting place, You can go down 
the river in Bagan too, and that's very nice. 
Where do you go after Bagan? 

B After Bagan the second place we go to Is 
Lake We, which is also amazing. We do a lot 
of trekking by We and also in the 
mountains, which are about one hour away 
by car,And we go to the floating markets 
there- people always like that. And then we 
move to Mandalay, which is in the middle of 
the country and is very traditionaiAnd we 
go to the school of Buddhism. also in 
Mandalay, 

I Wow, That sounds interestingl 
B Yes, Mandalay's lovely, And then we move 

tothe beach, We use NgapaU beach. We 
have to fly from Yangon or Mandalay to 
Thandwe,and then tONgapaU. We stay 
there two nights, and the beach is very, 
very beautiful. 
Is it difficult to persuade people to go to 
Burma1 

B A little, 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 trytotell them where itis 
located, that it's a very safe place, and we 
are like teachers with them, because they 
don't know what it is. 

Unit 3 Pronunciation 

Exudse 2 

accept agent local travel 

Exercise 3 
brochure discount inclusive 
commission domestic package 
component holiday providers 
customer include transfers 

Unit 4 Listening 

Reasons for travel and money 
spent on travel 
For British tourists, like most countries, 
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leisure tourism is the main reason for travel 
with 53% travelling forthis reason_ Visiting 
friends and relatives, VFR. is the nex! biggest 
reason with 32%, BUSiness tourism is 
relatively small at 11%_ 

When we look at the money spent on travel 
by British tourists, the order is slightly 
different. Leisure tourism accounts for 70% of 
expenditure, then business travel at 16%, 

Tourists and t ravellers who are visiting 
friends and relatives, not surprisingly 
perhaps, spend less money and this is only 11%, 

Unit 4 Listening 

Passenger survey 
1 
A Canlaskyouafewquestions/ 
B Certainly. 
A We' re collecting information to help us 

monitor passenger movements. 
B OK. 

A Can lask where youarefroml 
B We're from Pakistan 
A And where are you goingl 
B To Mecca, 
A Is that tor a pilgrimage? 
B That's right We're going there tovisitthe 

Holy Shrine of the Prophet Mohammed. 
I've been to Mecca many times, but this is 
the first time for my family, so we are very 
excited. 

A [see.And how long are you planrtingto 
stay~ 

B We'll probably stay for a weekorso, 
because we want to do some sightseeing 
as well afterwards, 

A OK, thanks very much. [ hope it goes well 
B Thank: you. 

2 
A Hello, madam. We're doing a passenger 

survey to help with tourism planning,l 
wonder if I could ask you some questions? 

C All right. 
A When are you travelling tol 
C Bangkok, Thalland,One moment please , 

No, It's nothing. Sony about that. I have to 
have the phone on in case there's a 
problem at the office, 

A Noproblem ... What isthe purpose of your 
vlsiU Areyou travelling fora business trip? 

C Yes, I suppose so, but it's, well, yes, it's also 
pleaSuletoo,at least I hope so,lt's a fam 
trip - a familiarization trip. I'm a tour 
operator, part of a group of tour operators 
from Italy. We're being taken out to 
Thailand because we need to see what the 
facilities will be like for our tourists. We 
want to start a newtourprogrammethere 
for the Italian market. 

A Howlongisthetrip? 
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C Five days. 
A Great. Thank you,and good luck. 

3 
A Excuse me, have you sot timeto answer a 

few quick questions? 
o I thinkso. 
A Can I start byasking where you've 

travelled from this momins and where 
you're SoinS to? 

o I'm from London and I drove here this 
mornins. I'mofftoNewYork. 

A And what's the reason foryourtrip? 
D It's my brother's weddinsand ["m his best 

manl 
A A very important job. Does he live in New 

York? 
o Yes. he went there a few years asoto start a 

software company- he's been very suOO'ssful 
A How Ions are you staying? 
DWell, probably four days, but rve got an 

open return in case they ask me to st ay on 
for a bit 10nSer. You never know ... was that 
the New York fliSht they just called? 

A I'mnot sure.Whydon'tyoucheckll 
haven't got any more questions. 

D OK, thanks! 

4 
A Can I ask you some questions for a survey 

we're doing? 
E Yes, of course. 
A Have you just come in on the Madrid fllghtl 
E Yes, but we started in Buenos Aires. We are 

from Argentina, but we had to fly to 
Madrid because there were no direct 
flights available. 

A Where areyougoing tol 
E To London. 
A Why are you visiting London? 
E We are gainS to London for a study tour for 

four weeks. We are learning English. 
A Apart from learning English, do you have 

any other reasons to be here, any other 
things you want todol 

E Yes, we have a lot of day trips and 
excursions to famous places, and we want 
to go to Scotland tosee the Edinbursh 
festival. We want todo sightseeing. but not 
just sightset'ing, we are here because we 
want to know about the culture, and not 
only because of the famous Sights. 

Unit 4 Pronunciation 

Exercise 1 

Russia China Germany 

Exercise 3 
brochure 
change 
chart 
check-in 
cultural 

destination 
English 
Egypt 
expression 
language 

pac:kage 
passenger 
pilgrimage 
religious 

Unit 4 Listening 

Interview with a Kenyan tour 
operator 
1_lnterviewer,J_JohnMuhoho 

John, tell us a little about yourself and 
how you started working in tourism. 
I'm 39 years old. I started worlting in 
tourism in 1994, after finishing a degree in 
Geographyand Political Scienceat the 
UniverSity of Nairobi. I started my 
company, CKC Tours in 2000 with some 
friends. 
What do you enjoy most about the job? 
Meeting as many different people as 
possible. I'm able to understand them, I'm 
able to understand their culture, and of 
course rmable to get some moneyl 
Do you get people from allover the world? 
Yes. I get people right now because of the 
Internet. Our site Is abLe to generate 
business beeause we have registered with 
several search engines,like Google and 
Yahoo. It's able to give us business from all 
over the world. 
Does most of your buslness come through 
the Internet? 
Not exactLy, but a good portion of it
maybe25%. 
In ~nya.ls tourism regarded as a good 
industry to work in? 
Yes,it's the biggest. It's a very important 
industry. 
So, why should I come to ~nyal 
Kenya offers ad!verse range of int erest s for 
visitors. We have 300 kilometres of coast, 
with some lovely long beaches. There are 
coral ret'fs. and swimming in the sea is safe 
from sharks and sea creatu res. That's one 
side, thafs the beach holiday. Then ~nya 
is famous for safaris. There are 45 national 
parks, where clients can come and visit 
and set' exotic animals like flamingos 
there are about two mlliion of them. You 
can also go hiking in the hills and 
mountains. There is the culture aspect, 
such as the Masai, who are not very 
exposed to Western civilization. Basically, 
that's the safari and beach side. You can 
also come for golf. We have 39 golf courses, 
so you can integrate a golfing holiday
safari beach, golf. We also have some 
camels, where people canjust go fora 
camel ride. In a nutshell,l can say that 
~nya is a wonderful place for visitors to 
come. ~nyan people are very friendly 
people. 

Unit 5 Listening 

All in a day's work 
1 
Hi. I'm taking a year off when I finish my 
studies and I want to go around the world. 
rm told there are round-the-world tickets, 
and I wanted a bit of information about 
them. 

2 
Could you book me a double somewhere 
central in Helsinki for next weekend? Arrive 
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 set' the Anee ruins, but we're 
a little nervous. We don't speak Spanish, you 
see. And at our age we don't want too much 
adventure. 

4 
Hi.Can you tell me what I need for 
Kazakhstan? Will I beOK with USdollars? 
And I suppose I need a visa? 

5 
Hi. We booked with you last week to goto 
Orlando - you know, Disney and all thaI. But 
we're just a bit worried about it. I mean if 
something happens while we're there. rm 
not saying an accident, but anybody can fall 
ill. 

Unit 5 Listening 

A new customer 
T .. Travel agent , K",Kad, A",Anita 

T Hello. Can I help youl 
K Hello. Yes. Wewant to go to Australia. 
T Australia? OK. Havea seat and we'll see 

whatwecando. 
A Thanks. Our daught er's there and wewant 

to go out and do a bitoftravelling with her. 
T So. were you thinking about a package 

tOllI,perhaps? 
K Well, we were, but the problem Is that 

Nicki's already out there. I mean, there's 
not much point paying an aidare for her. 

A We haven't really got a lot of money for 
this. 

K We just want to travel around out there 
with her,you know. 

T So you'd prefer to do things on your own? 
Be free to move around in your own time? 

K Yesl 
T You want something not too expensive .. 
K No. 
T ... but you want to book your flights and so 

on before you go? 



K Yes, that's right. What do you think? What 
shouldwedo? 

T Well,probably your best option Is totravel 
out to Australia Independently, and then 
once you're there, take a tour run by a local 
tour operator. Where is your daughter, by 
thewayl 

A In Melbourne. 
T Ah. that's great. There's loads youcando 

from there. And when exactly did you 
want to traveH 

A Well,ldeally on the 20th ofluly. We can't 
really go any earlier. 

T And what about your stay? Howlong 
would you want to be away? 

A Three weeks, we thought. It would be nice 
to stay longer, but .. 

T Three weeks is fine. Now,let's see. Your 
daughter's in Melbourne, you said? 

K Yes. so we thought we'd spend a couple of 
days there at the beginning while we get 
used to the time difference. 

T Good idea. It'sa big difference. It'sa bit of a 
shock forthe body dock. So, let's see ." it's 
MrandMrs .. . ? 

A Chodkiewiez. 
T And have you booked with us before, by 

any chance? 
A We haven't actually. We were passing and 

T That's no problem, Mrs Chodkiewie<:.1t was 
just to see if we had you on the computer. 
Now. what have we got that might interest 
you .. . 

Unit 5 Listening 

Presenting a product 
T ... what have we got that might interest 

you .. . Hmm,lefs see ... there are a couple 
of things that I can think of straight away. 
Ofcourse,a lot depends on what you're 
interested in doing In Australia. Did you 
have anything In mInd? 

K I'd like tosee Ayers Rock. 
A I want to go to the Great Barrier Reef. 
T Ah. They're quite along way apart. 
K Yes, we saw that - we were looking at the 

map. It's bigl 
T Not to worry. Melbourne is a good base, 

and if I can just show you this. This 
company specializes in independent tours 
and they have two in Australia that you 
should think about, in my opinion. One's 
called All Australia. That's nineteen days. It 
g~s along the coast to Adelaide then by 
train to Ayers Rock. Then you fly to Darwin 
in the north. and then to Cairns. That 
means you both get to see what you wan.t. 

A Is everything included? 
T Everything.Theflights, the train, the 

coaches when you go anywhere by road. 
K And the hotels? And all the meals? 
T The hotels ... and you can taie the full 

board option with all the meals. But if! 
were you, I'd t ake half-board. Full-board is 
too much food for most people. and with 
half-board you have the fun of choosing 
where to have lunch each day. 

A That'sagoodideal 
X Nineteendays did you say? 
T That's right_ 
X Hmm.lt's a bit long, perhaps. It doesn't 

leave much time in Melbourne. 
A No. 
T Well then, why don't you think about the 

Australia's Best tour? That's only thirteen 
days. Here we are. It's like the last one but 
you go direct from Melbourne to AUce 
Springs. 

A That'swhereyougo toAyersRockl 
T That's right. 
X And it g~s totheGreat Barrier Reef? 
T And Sydney. And as I said, It's only thirteen 

days so you'll have more time in 
Melbourne. 

X This is harder than I thought. 
A Yes,U's complicated. 
T Look, why don't you leave your contact 

details with me and rll have alook on the 
Internet and in our brochures, and see If I 
can find anything else for you. Then if you 
can come in some time next week .. 

X OX. 
T Could you give meyour name so I can set 

upafile foryoul 
A Chodkiewicz.Anita Chodkiewie<:. 
T CouJdlaskyoutospellthat? 
A Yes,it'sC-H-O-D- .. 
T C-H-Q-D- . 

Unit 5 Pronunciation 

A,B,C,D,E,f.G,H,I,J,X.l..M,N,O,P,Q.R,S,T,U, 
V,W,x.Y,Z 

Unit 6 Pronunciation 

Exercise 1 
dean jet safe 
easy leisure scenic 
ferry plane train 

Exercise 4 

'" fast harbour 
,mft guard ride 
drive guide tma 
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Unit 6 Listening 

Transport systems and cable cars 
in San Francisco 
Welcome to the San FranciSC() public 
transportation information line. San 
Francisco has a variety of tranSit options for 
visitors. For Information on ferry crossings In 
the Bay Area.press 1. Forinformatlon on 
MUNI buses and metro Sl':lVices, press 2. For 
information on the BART, Bay Area Rapid 
Transit train system, including services to 
San Francisco International airport, press 3. 
For information on the world-famouscable 
cars, press 4. For any other information. 
including bike rental, coach tours, and car 
rental. please hold for an operator. 

You have chosen option 4. San Francisco's 
historic cable cars have been running since 
1873. They provide an unusual and 
interesting way to see the city with rtunnlng 
views. There are three lines: California-Van 
Ness, Powell- Mason, and Powell-Hyde. The 
cable cars run from 6 a.m. to 1 a.m,Monday 
through Sunday. At peak times theyare 
approximately every five to ten minutes. 
Tickets can be bought at special booths or on 
the car at $3 for a single ride. Tickets are non
transferable. special one..(\ay and on!"'-w~k 
passes are available. You can board at any of 
the stops indicated with the brown cable-car 
sign. Cable-car riders should hold on tight 
and take great care when getting on and off. 

Unit 6 Listening 

A cruise ship worker 
I started out as a junior waiter in the 
restaurant of a four -star hotel They gave me 
a thorough training in all aspKts of waiting. 
Including silver servlCf' - that's wheT!'" you 
selVe the diners at the table - which you need 
to know for jobs on cruise ships. I stayed the.re 
for about two yeilJ1ll bef~ mewing to work In 
a French restaurant in Manchesterwhere I 
was deputy head waiter. 

I'd heard on the gra~e that jobs were 
available on cruise lines, So, I put together a 
letter explaining what I was lookins for and a 
OIlistlng my work exper1en~,1 sent these 
off, with a photo, to some of the cruise lines 
and cruise line employment agencies. One of 
them accepted me after an intelView and put 
me on their waiting list, Four months later,1 
was on my way to Miami to join the Crown 
Princess. 

Our hours of work are quite long and we 
don't get a regular weekly day off. This ship 
cruises around the Caribbean but we don't 
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get to go ashore at every port. We're not 
allowed tomix with the passengers offduty 
or use any passenger facilities. But we have 
got our own social facilities. all food and 
accommodation is fieI', and the social life on 
board Is amazing. 

Unit 7 Listening 

A place to stay 
1 
Hi,1 need a room for tonight ... No,just 
myself ... That's rlghUust for tonight .. 
You've olliygot doubles? No singles? ... No. 
no.Non·smoking .... Mm. OK.I'II take it,1 
guess. Thank you very much. 

2 
Hello.IsthatSea View? .. Ooyouhavearoom 
for two for tonight and tomorrow? .. Yes,a 
double or a twin. Either would be perfect. Is 
the bathroom en·sulte? .. A washbasin and 
shower Is fine ... Oh.supper would be 
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 ourchUdrenl ... No, allin the same tent. 
It's a standard tent. A frame tent, 1 think you 
say ... Electricity? No ... no, we don't ... No. 
actually ... 1 mean, totell you the truth, we'd 
like not to be near the shower block. As far 
away as possible in fact ... Fortwoweeks 
from July 22nd ... Adepositof15%? OK. How 
should I send that? 

Unit 7 Listening 

Taking a reservation by telephone 
R_Receptionist, C .. Caller 

R The Hadrian Hotel, Sara speaking. Can I 
helpyoul 

C Hi. Would you have a room for nexlweek? 
R Fornexl week, madam? When would that 

beexactlyl 
C Fromthe12t htothelSth. 
R And would that be a single room? 
C No, it's for me and my daughter. 
R Would you prefer a twin or twosingles? 
C A twin, please. 
R Smoking or non·smoking? 
C Non·smoking. 
R Sothat's arriving Monday the 12th, departure 

Thursday the 15th, twin. non·smoking? 
C That's right. 
R One moment, please.!'1l just check 

availability. Yes, we can do that . What 

name is It, please? 
C Steinmetz. Barbara Steinmetz. 
R Could you spell that,please? 
C Yes, It's S·T·E·I·N·M·E·T·Z. 
R .. . I·N-M-E-T-Z. 
C That's right . 
R We need you to confirm this,Ms Steinmetz. 

Byfax orema!l.oryou can give us your 
credit card details. 

C Credit card is easiest. 
R Could you give methe numberofthecard? 
C lust a moment ... Yes, it's 49 double 2 6481 

6262 double 3 83. 
R Sothat's 49 double 2 64816262 double 3 83. 
C Yes. that's it. 
R IsthatVisa,MsSteinmetz? 
C No, It's Mastercard. 
R And what's the name on the card, please? 
C Myownname. 1t'smyname. 
R OK. And could you just tell me the expiry 

dater 
C It expires August 2008. 
R That's fine then,Ms Steinmetz. Your 

reservation number is H-A-D, 280, 6 double 
5.double03. 

C ... double S,double 03. 
R Could Iaskyou to use this if you need to 

modify or cancel your booltingl 
C Yes, of course. 
R And we look forward to seeing you on the 

12th. Thank. you for calling. 
C Thankyou.Goodbye. 
R Goodbye. 

Unit 7 Pronunciation 

Canlhelpyou? 
Would that be a single rooml 
Would you prefer a twin .. 
... ortwosingles? 

UnitS Listening 

Analysing your product 
I_Interviewer, J=Jean 

Jean, what would you say the strengths of 
the NewcastleGateshead product are? 
I would say we have three main strengths, 
the strongest of which is the people that 
live here. They're very proud of their 
origins, and of the North·east, and they 
show it to the visitors. Al).other strength Is 
the place because we're surrounded by 
wonderful count ryside and areas that are 
very beautiful. 
And your third strength? 
A third strength is that we've also got two 
very vibrant cities. We've got the old parts 
of Newcastle - the castle and the area 
around Grey Street,andon the Gateshead 

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. fant astic. How about opportllI1ities for 
thecityl For the citiesl 
For theci!ies. 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. 
A threat? 
We have a threat with regard to the 
perception that people have of the North
east. Theysee the area as quite an 
Industrial place, which in reality it isn't at 
all, so we do have to change that 
perception. 
Right. 
Sothe perceptions in the UK, Iwould say is 
ourmainthreal 
Amajor weakness? 
A major weakness? Well, all the other cities 
In the UK, such as Bristol and Birmingham 
and Manchester, all these cities a~ 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 of 
so many people wanting to vis it 
NewcastleGateshead.lsn't it? I mean,it's a 
weakness because of your success in 
marketing. surely? 
Yes. It is really. 
Well, that's a nice weakness! 

UnitS Listening 

Promotion in tourism 
Jean.can you tell me about the connection 
between marketing and promotion? 
Well, promotion is one of the four Ps of 
what we call the marketing mix. 
ThefourPs? 
Yes. the four Ps. Product. in other words, 
what you 're offering. Price. which ishow 



much it's going to cost. Place, which is 
more about where you show the product 
to the client than about where the holiday 
itself actually happens. And number four, 
promotion. 
Which is your area, \fl'm not mistakenl 
That's right 
So, tell us a little bit about promotions, then. 
Well, the idea of promotion is tosell your 
product. But the interesting part is, 'How 
do we dothis?', and the answer begins 
with awareness , with making the 
customer aware that the product exists. 
So promotion is making customers aware? 
Yes, but it's also about creating a demand, 
And then of course, another use of 
promotion Is to make customers 
understand that your product is better 
than other similar products. 
SO W I' know why WI' use promotion, but 
how dOl'S promot ion work? Howdo you 
create a demand, for example? 
Well, creating a demand is a question of 
promotional techniques. 
You meanadvertisingl 
Yes, Advertising is one of the th ings WI' do 
in promotion, but it's not the only 
technique. Apart from advertising - you 
know, magazines. TV, the media in general 
- there's also PRo That's short for Public 
Relations. This could be an articleina 
newspaper or magaline. An article is free 
pubHcity, though it's never really freel 
So we've got advertising and PR.ls there 
anything else? 
Yes, there's what we call direct marketing. 
You mean going straight to the customer? 
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, usuaUy by 
mailing information and news directly to 
the customers on their database. 
And is that emailing. ordoyou use normal 
post? 
A lot of small tour operators use email, but 
for most big companies, direct marketing 
is letters through your door. 
Any other promotional techniques? 
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 

advertise improve st rengthS 
ancient innovative threats 
campaign marketing weaknesses 
identify picturesque 

Unit9 Take off 

A typical flightl Well, for the passengerthe 
whole process begins on arrtving at the 
airport. Check -in first , and then you go 
through security control After that it's a 
question of sitting around waiting forthe 
flight to be called. Boarding next - which Is 
the first time WI' come into contact with the 
passengers, although of course, we've been 
on board for a while by then. Last passenger 
on, doors shut, push off from the finger. and 
then we're taxiing towards the runway for 
take-off. A lot of people get nervous just 
before take· off. but it's over in seconds and 
suddenly we're up, we're In the air, we're 
flyIng. Speed 550 km a n hour. cruising at 
33,000 feel, way above the clouds. Wonderful. 

Unit9 Listening 

The ups and downs of flying 
1 
I actually love travelling to the airport. driVIng 
to the airport, because it's usually that 
moment when you're getting away from 
work, and it's just a pleasant thing to do. 

And I don't mind landing. It doesn't bother 
me. I know a lot of people get very nervous, 
and of course it's much better when it's a 
well ·done landing, but it doesn 't bother me. 

2 
I really don't like checking in. It's very rare 
that you don't have to stand in a long queue. 
and that theredon 'l seem to be any 
complications. 

And I really don't like embarking when you 
haven't got a seat number - going into the 
airplane and putting up with people pushing 
around and trying to get 10 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 
I don't mind going through security Ifthere 
isn't a long queue, but I hate it when It 
happens in places like London, Some of the 
London airports have several hundred people 
in thequeue.andeveTl though they go quite 
fast, I really dislike that. 

I quite like taking off. I've always loved the 
feeling of leaving the land down there and then 
just rising in the air suddenly. I really love it. 

But I hate the delays. This Is something that 
has happened a lot to me, as well as missing 
connections, and being in the airport aU day.l 
really hate that. 
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4 
I don't mind waiting to embark. You usually 
have places to look around,or l take a book 
and read. and it doesn'l bother me too much 

I prefer window seats.llove having a window 
seat when you can see a new place, some 
place that you haven 't seen before. But If it's a 
place I've seen before, and it doesn't have 
anything spedal in It, I like an aisle seat so I 
can getup. 

I hate waiting for luggage.It's one of the 
things that often takes too long. 

Unit 9 Pronunciation 

DON 
DOG 
IJTD 

DDU 
TIT 
roT 

TXT 
NTT 
DHT 

Unit 9 Listening 

Low-cost or traditional? 
I_Interviewer, M .. Martin Stanton 

DAD 

I Martin, would you mind answering a 
couple of questions about air travel? 

M Of course not. Fire away. 
I Could I ask you how often you flyl 
M Quite often. Once a month, perhaps. 

Sometimes twice. 
I You travel on College business. Can I ask 

you if you use low-cost airlines at all? 
M I sometimes uS{' them, but I use traditional 

airlines more. 
I Does it bother you to fly with a low·cost 

carrier? 
M No. not especia lly. Basically, I use what's 

bestfor a given trip. 
I Whichdo you prder-low-costor 

traditional? 
M In the air there isn't much of a difference, 

There's more legroom with a traditional 
airline, perhaps, but that's about all. except, 
of COUTSe, for t he chance of business class 
seats, which are great if you can pay for 
them. And having yOU! seat number in 
advance. I hate the race for seat s on budget 
alrcraft. 
What about on thegroundl 

M Well, with traditional airlines you don't 
need to check in as early. But the biggest 
difference is when your journey involves 
two fl!ghts. Traditional airlines check your 
luggage through to your final dest ination, 
which is great. 
So, for you cost is the only real advantage of 
low--cost airlines? 

M It's the biggest one, and If you're t ravelling 
as a family tha t's a real advantage, Plus the 
fact that internet book.ing seems easier 
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with budget companies for some reason. 
But would you say that for the business 
traveller the traditional airlines are still 
best? 

M Yeah. definitely. And! don't see that 
changing. 

I Well,thanksforyourtime,Martin. 
M That's OK.A pleasure. 

UnitlO Listening 

At the trade fair 
M=MaTiana, J.durgita 

M Wow! That was a tiring day. 
J Yes, but wasn't it interesting? rd quite like 

to go on most of those trips myself. 
M Iknow what you mean.OK, what have we 

gotl 
Welt In the adventure and action section! 
thought the water-based activities would 
be good - diving in the Caribbean, that sort 
ofthing. 

M There's also a great tripto costa Rica:you can 
combine white·water rafting and biking 
beneath activevo1canoes. You could also do 
horse riding and stay on a working cattle 
ranch. 
Sounds good. I think we should 
recommend a feature on Costa Rica. 

M Agreed. What about ecotourism? 
J I liked the Antarctica section. 
M Metoo. There are some fascinating 

expeditions. There was a great cruise 
where you get to observe the landscape 
and the sea-life, and work alongside some 
of the people down there who are helping 
to preserve the ecosystem. 
Good. Then we wanted to have a section on 
'escape and en!!ghtenment'. There are the 
regular spa and health resorts of course
there was a good one in Mexico [saw. 

M I also liked the pilgrimage to the Seven 
Holy CIties of India. 
OK,let's go for that - it would be a good 
contrast to the Costa Rica and Antarctica 
experiences. Finally, ruiturai tourism
what did you get? 

M Well, It's such a huge range. There are so 
many possibilities. But the one I liked was 
the gastronomic week in France staying on 
a working farrn,leaming how to cook wit h 
natural ingredients, and fitting In with the 
local life. 
OK, we've got a lot of information and 
some definit e recommendations to give to 
head office. Did you get all the contact 
details? 

M Yes,l think I managed to . 

UnitlO Listening 

Interview with a mountaineer 
1 .. lnterviewer, M=Mountaineer 

I Whendld you start mount ain climbing? 
M [went walking with my parents when I 

was eight. just in low mountains - hills 
really. Then I went off with a friend and 
climbed the same mountains when we 
were thirteen. l"m surprised our parents let 
us go, but we got back OK. And we had a 
great time, so we did It again ... and again, 
and again! 
What about expedition mountaineering? 
When did you do that? 

M That was in 1974. We organized a small 
expedition. In the end there were two of us. 
We went to Norway, totheTToll Wall. 
Ah. Do you use a tour company when you 
organize an expedit ion, or do you do it 
yourself? 

M Fortrips In Europe wedo it ourselves, and 
we often do it ourselves in bigger 
mountains, in fact. I've been to Kenya, 
Bolivia, Pakistan, Peru - all without a tour 
company. I've been to Central Asia, too 
once to Kyrgyzst an and once to TaJikistan. 
But both times we used a tour company. 
Why was that? 

M Well, it's still quite hard toorganize 
internal transport and permits in these 
places. 
Hmm. Howdidyoufindasuitable 
company? 

M Through the Internet. 
I The Internet? So, what do you look for In a 

tour company? I imagine there's more 
thanone! 

M Good question. Well, obviously price is 
important. That rules out most UK or 
European companies. Local companies are 
always cheaper. Then there's the services. 
You want them to provide the servi~ you 
need, but without obliging you to take on 
all the services they offer. We're 
experienced mountaineers. We don't need 
a guide from start to finish. Basically, we're 
looking for a company that will or8anize 
local transport upto base camp. base camp 
food and IOOgln8, perrruts, and not much 
else really. So, price, range of services, choice 
of services, and some indication that they 
are specialists in mountaineering. Do they 
use guides who've climbed in the 
Himalayas? That sort of thing. 
Uh-huh. What's the highest mountain 
you'vedimhed? 

M One in Tajikistan - a rather pathetic 6.400 
metres high. I've been on higher mountains, 
for example Pic Communism at 7.400 
metres high. but I didn't get to the top. But 

I've climbed quite a few summits around 
the 6,OOO-metre mark. In fact the last one 
was last month. 
Have you ever been frightened? 

M Whohasnl?! Yeah. of course. Thereisn't a 
mountaineer who hasn't been scared at 
some time. If someone says they've never 
been frightened, they're lying. 
Have you ever thought of giving up I 

M Well,l've given upon individual summits 
Pic Communism, one in Bolivia, too, and 
I've had accident s, though I've never had a 
bad accident. And I've lost friends who've 
been !tilled in accidents. That was the 
worst moment. That hurts for a long time. 
But I"d never give up mountaineering. I 
cou!dn't. Some of my happiest moments 
have been on big mountains. on the top 
with friends, or back at base camp 
enjoying what you did. Fantastic! 

Unit 10 Pron u nciation 

1 vest 
2 berry 

3 vine 
4 whale 

5 best 
6 veil 

Unitll Listening 

Taking a booking 
T .,Travel agent, S" Susan Venables 

T Hi.Canlhelpyou? 
S Yes. We were here last week. We were 

thinking about a holiday in the Dominican 
Republic. And you gave us this brochure, 
and we went away to think about hotels. 

T MrsVenabJes.isn't itl 
S Yes, that's right. 
T And have you decided on a hotel, or do you 

need some more help? 
S NO,we·vemadeourmindup.We thought 

the Playa Tropical seemed the best for us. 
T Mm. Good. A lot of ourdients So there. 

You 've made a good choice. So,let me just 
get a few details down and we can make 
the bookinS. 

S OK. 
T Could you tell me your first name. please? 
S Susan. 
T OK.And could you give your contact details 

- your postal address. a daytime t elephone 
number, and an evening number, as well. 

S Yes. it's 64 Brldse Lane, Lazenthorpe. 
T Isthatwitha'z' andatinal'e'? 
S That's right - L·A-Z-E-N-T·H·O·R·P-E. 
T OK. And a telephone number? 
S Er. It's probably easiest to ring my husband 

onhis mobile. That's 0 double 7 479 797 
double 9. 

T ... 7double9.You don·thave anemaii 
address, too? 



S Yes, it's 'venables.s·r@hotmail.com'. 
T ... dot 's'hyphen 'r' at hotmaildotcom.OK. 

Now, let's see. Is it just the two of you 
goingl 

S That's right. 
T And it was forthe end of September/ 
S You've got a good memoryl The 21st of 

Septemberto the 11th of October. 
T OK.21st ofthe9th to the 11th of the 10th. 

And to the Playa TTopical1 
S Mm. 
T And what about meals? Did you want full 

board or half board? 
S Halfboard.I th ink. We want 10 get out of 

the hotel and try the local restaurants .. 
T Whichare very good. 1"11 see if I can find a 

couple to recommend. 
S Oh, that would be nice. 
T OK,nearly finished. Let's see if there are 

any problems. There shouldn't be.No,look, 
it's come through straight away. Playa 
Tropical. 

S Oh good. That's lovely. 
T Soifyou leave methe deposit we can 

confirm the booking. 
5 How much is it? 
T £120 per persolL So that's £240 for the two 

ofyou. 
S And I can pay that by credit card? 
T Yes,ofcourse.lfyougiveitto me,I1ljust 

swipeit 
S And when do we pay the rest? Ididread it 

in theconditions ... 
T You need to pay the balance at least eight 

weeks before departure. That would be .. 
July twenty seventh. Could you just sign 
here? So, this Is your copy of the booking 
form. Now. you 'll get an invoice through 
the post within the next twoweeks,Mrs 
Venables. Could you be sure to check the 
details, and If there were to be any 
mistakes. let me know,and m sort it out 
foryou.OK? 

5 Lovely. Thanks very much for your help. 
T My pleasure. And we're here for anything 

you need. 
S That's great. Bye, then. 
T Goodbye. 

Unitl1 Listening 

The origins of CRSs 
1 .. lnterviewer, C"Clemen 

Clemen, could you tell us something about 
the first computer reservat ion systems? 

C Well. the first system goes back tothe 50s, 
when American Airlines and IBM decided 
to work together on a computer-based 
reservation system. The result was known 
as the Semi-Automatic BUSiness Research 
Environment, which is quite a mouthful, so 

it gets shortened to SABRE. 
Ah, right. SABRE. And is that the same as 
Amadeus? 

C No, no. [mean, they're bothcomputer 
reservation systems. In that sense they're 
the same. Butthey were created by 
different people at different times. SABRE 
is an American Airlines creation. That was 
in 1959. But Amadeus was Air France, 
Iberia, Scandinavian Airlines, and 
Lufthansa. And that was quite a lot later. 

I Quite a lot later? 
C Mm. [n 1987. 

So there's SABRE and there's Amadeus. AIl' 
there any other systems? 

C There's Galileo, and Worldspan, but the 
two biggest are Amadeus and SABRE. 
They've each got about about 30% ofthe 
market. Galileo's about 25%and 
Woridspan Is much smaller. It's only about 
15%ofthe market. They're all very big,of 
course. Today we cal! them GDSs - Global 
Distribution Systems. Do you know the 
tennGDSI 
Yes. GDSs. And when do Gali!eo and 
Worlds pan datefroml 

C Galileo's from 1993. It was a product of 
British Airways, KLM, Swissair. and Ali talia 
joining forces. 

I Uh-huh. And Worldspanl 
C Thatwasin1990. 
I And was that aconsortium too? 
C Yes. Worlds pan was Delta, Northwest 

Airlines. and TWA - American companies. 
OK. that's interesting. And what about 
beforeGDSs .. 

Unit 11 Pronunciation 

finish same planned 
time written change 
m,y cannot will 
standard cancel right 
price P'Y higher 
if take flight 
happen in 

Unit 11 Listening 

Handing over tickets 
T '"Travel agent, Ba Mr Bordoni 

T Mr Bordoni. nice to see you. You'vecome 
foryour!icket. 

B Yes. Your colleague,MargareF She rang the 
office and said I could pick it up. Did you 
manage toget it any cheaper? 

T rm sorry,Mr Bordoni. We had no luck there. 
B Idid leave it quite late. 
T It was a bit late, but with this fare there's 

no fee if you need to change the dates of 
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travel,and it's fully refundable Ifln the end 
you can't go. 

B Oh well,that'sgood to know. 
T Anyway, here's yourticket, and let's just go 

through the details, So. that's 
Toronto-Buenos Aires retum,leavtng 
August 12th on flight AC094.Departing 
Toronto at 23.35 and getting into Buenos 
Aires the next day at 12.10. 

B That's nolloo bad. 
T No,it'sagoodflight Then there'syourretum 

That's August 23rd, flightAC093. Depart 
Buenos Aires at 16.55. Arrive Toronto 06.35. 
One passenger-yourself. Total cost Mm, this 
mIght hurt. Total cost 3,950dollars 74 cents . 

B Ayal That includes taxes,no? 
T That includes taxes. fees. and surcharges. 
B And it is refundable? 
T One hundred percent refundable,Mr 

Bordoni. lf you don't go, you don't pay. And 
as I said, you can change the dates oftravel 
up to lwohours before lake·off. 

B OK. That's good. That's great Will you bUl 
the company directly? 

T No problem. 
B Then that's everythlng, lthink. 
T Good. 
B Thanks for your help. 
T Ourpleasure,MrBordoni 

Unitl2 Listening 

An airport worker 
1:lnterviewer, A=A!i Ghoshal 

I Ail, what does your job involve? 
A Well, I'm part of the 'tum·around team',u 

it's called, We're responsible for meeting 
aircraft when they come in, servicing 
them. and getting them ready for the 
outgoing flight. 
How many people work in the team? 

A There's about twelve ofus.Three 
technicians like me worldng on the 
engines and so on, and then another eight 
or nine who are responsible for the cabin 
and in·fllght enterUinmmt.My particular 
responsibility Is servicin8- putting oil in 
the engine,checking the technical log for 
defects reported by the fllght crew. that 
sort of thing. 
What qualifications do you have? 

A I studied engineertng at university. and I 
have an Aircraft Maintenance Engineers' 
licence from the British Civil Aviation 
Authority. 
Is it astressful job? 

A Yes and no. a'sonly really the time 
pressure. We have to get the tasks done in a 
minimum time. 
What do you like most about your job? 

A I suppose the sense of completion.Once 
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the flight's gone and there are no 
problems, that's it.And being part of a 
team and working to a deadllne. 
And least? 

A The noisepoUutlon,and the dirt and oil 
and grease. But 1 can live with that. 

T So, you're happy!n your job? 
A Yes, and I get free air travel which helps. 
I Doyou have any plans for the future? 
A I'm not sure I want to do this forever.l'm 

taking mOle engineering qualifications, 
and I'd like to become a certified engineer 
eventually. 
Well, good. lu~k, and thanks. 

Unit12 Listening 

Two airport dialogues 
Conversation A 
A Could you help me? I'm trying to find out if 

a flight has arrived or not. 
B Certainly.AIe you meeting someone? 
A Yes,mybrother.HewasdueinonUA19 

from Atlanta. Has it arrived yet? 
B Yes, it has. Let mechecl:the status. Here it 

is. [t arrived an hour ago. He should be 
coming through GateG about now. 

A Right.J'llgo there. Gate G,you sayl 
B Yes,or ifhe's not at Gate G, try the meeting 

point. 
A That's a good. idea. Can you tell me where 

the meeting point is? 
BYes, of course. It's just over there,next to 

the newsagent's. 
A Thanks for your help. 
S You·rewelcome. 

Conversation B 
C Hello. Can I have your passport and tid::et? 
o Here you are. 
C Thank you. AIe you checking in any bags 

today? 
o Just this one. Theother's hand luggage. 
C Can you put it on the scales? Thanks. Did 

you pad:: it yourself? 

o Yes,ldid. 
C Hasanyone interfered with your luggage 

inanyway? 
o No, they haven't. 
C Are you carrying any sharp objects, such as 

nail scissors? 
o No, I'm not. Erm.Can you tell me if there 

are any Window seats available? 
C NO,l'mafraid there aren't. The flight's very 

full. Would you like an aisle seat? 
DYes, that'U do. 
C OK. Here's your boarding pass. You'll be 

boarding through Gate 23 in 30 minutes. 
Have a nice flight. 

o Thankyou. 

Unit 12 Listening 

Two more airport dialogues 
Conversation A 
A I wonderifyou could help me. Iwas on 

flight AZ402 and my suitcase hasn't come 
through yet. 

B Flight AZ402? Yes, that should be through 
by now. Gooverto the oversized baggage 
desk- sometimes bags go there by 
mistake. 

A I've already done thal.1t's not the re. This is 
very bad, you know. This sort of thing has 
never happened to me before. 

B Yes, I understand. OK,I'll phone through to 
the baggage people to see if there's 
anything left below. In t he meantime, can 
you start to fill in this form. so we can tra~e 
it? What does the bag look like? 

A It'sa small brown leather suitcase with a 
blue riblxm on it. I'm a bit concerned, my 
sister's meeting me alld I know she's going 
to be getting worried. 

B OK,11l put a message through to the staff 
In arrivals. What's your Sisters name? 

A Esther Morga/L 
B Thankyou. Right. If you justwait over 

there, we'll sort thIs out. 

Conversation B 
C Excuse me, sir. I'm sorry, but you can't go 

through there. 
D Why notl We're going to miss the flight 

otherwise. 
C I'm afraid you're toolate-thecabindoors 

have been shut. 
D But [ can see the door. surety they can let 

us in -we're only five minutes late. 
C I'm afraid that's not possible. Ollce the 

cabin doors have been shut. no one can go 
00 

o That's ridiculous! What are we supposed to 
do? It's your stupid security procedures 
that made us late in the first place. We're 
going through anyway. Come on .. 

C Sir, do not go through the barrierl If you do, 
I'll have to call security. 

o Hmm. 
C Thankyou, si r.Now,ifyouseemy 

colleague at the airline desk over there, 
she'll make sure that you get on the next 
available fllght. You may not have to wait 
long - there's another flight in an hour or 

" o OK. 

Unit 11 Pron u nciation 

Exercise 1 
1 Can you take off your jacket? 
2 Can you lake offyoutJacket? 
3 I'm sorry, but you can't smoke her~ . 
4 I'm sorry, but you ca.n't smoke here. 
S If you could just take off your jacket. 
6 If you could just takeoff your jacket . 
7 I'm afraid this Is a no smoking alea. 
8 I'm afraid this is a no-smOking area. 

Exercise 3 
1 Can you take offyourjacketl 
2 If you could just take off your jacket. 
3 l'msorry, but you can't smoke here. 
4 I'm afraid this is a no-smoking area. 



Vowels 

, jeep 

ferry 

sh ift 

e seatbelt 

~ b. g 
Q: market 

D ho liday 

J: form 

Consonants 

p pilot 

b baggage 

t ake-off 

d direct 

k cabin 

9 gate 

'J check-in 

d3 jet 

abbreviation /a ,bri :vi 'cIJ nl n a short 
form ofa phrase, word, etc. 

advantage l;xl'vo:ntJd31 n a detail 
that makes a product, for example a 
holiday, better than similar products 

advertise / :edvdtaJ7J vto tell the public 
about a product or service in order to 
encourage people to buy or use it 

advice lad' vilrs! n suggestions to 
somebody about what they could Of 
should do 

air conditioning I'e,) kJn ,drIJlllll' n a 
system that cools and dries the air in 
a building orcar air conditioned adj 

air ticket "e::l tlklV n a ticket to travel 
in a plane 

aisle .lall nthe passage between rows 
of seats in a plane 

ancient emInt! adjveryold 
apartment /:J ' po:tm:mtl n a set of 

rooms used for holidays 
aromatherapy i;) _ r~Umd'OerJpil nthe 

use of sweet-smelling natural oils to 
control pain or to encourage 
relaxation 

u push 

u: crew 

u evaluate 
, budget 

3: se rvice 
, carrier 

" day trip 

'u code 

f fare 
, visa 

0 theme park 

Il there 
, , ea 

z vi sit 

J ship 

3 leisure 

authentic /:>: 'Bent ric' adj natural and 
real; like real life 

awareness Id'WeJndsJ n the fact of 
knowing that something, for 
example a particular companyor 
product, exists 

baggage ,' b.egld;y n personal 
possessions taken on to a plane by a 
passenger, incl uding checked 
luggage and hand luggage 

baggage handler 'ba=qid3 ,h:endl;}(r)! 
n a person whose job is to load 
passengers' luggage on to and off 
planes 

baggage reclaim " ha'gld3 ,ri:klclm' n 
the place at an airport where you 
collect your luggage after your flight 

bala nce / b,cJn~ n an amount of 
moneystill owed after some 
payment has been made 

barrier 'b,cri;'J(r)f n an object like a 
fence that stops people from going 
into a particular area 

bed a nd breakfast ,bed::ln 'brekf;)s1 
n a service that provides a room to 
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Glossary 

,. advice 

au out 

" unspoi lt 

" here 

" ai rline 

u, tour 

h hostel 

on marina 

n ru nway 

Q long-haul 

land 
, room 

J yoga 

w waiter 

sleep in and a meal the next morning 
in private houses and small hotels 

benefit t'ben'Jflti n a helpful and 
useful effect that something has 

boa rding pass J boarding card I" b:l:dll) 
po:sJ !' b.J:dll) co :d/ n a printed card 
that airline passengers afe g'lven 
when they check in, that shows their 
flight and seat number, etc., and 
that they show before they get on 
the plane 

brochure " br;)uJ;)('r) n a free 
magazine that gives information 
about a company's products and 
services 

browse brauzl v to look at different 
parts of a magaZine, the Internet, 
etc., hoping to find something that 
interests you 

budget 'b\d3It n 1. the amount of 
money that you have to spend on 
something 
adj 2,cheap 

budget airline /, bAd31t 'c'Jlalll! n an 
airline that is cheaper than most 
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airlines, and that usually offers a 
more basic service 

bureau de change , ,bjoarau dd 
'Io:ndy n an office in an airport, 
etc., where you can exchange 
foreign currency 

business tourism I' blZnJS ,lo:;mzJrn' 
n travel that is done for business 
reasons, for example in order to 
attend meetings, conferences, and 
trade fairs 

cabin I' k:l!bml n a small room in a ship 
or boat, where a passenger sleeps 

cabin crew I'bcbm kru: n the people 
whose job is to take care of 
passengers on a plane 

cablenr 'kClbl ka:(r).' n a form of 
public transport using carriages that 
are pulled along rails by moving 
cables 

campaign Ika!m 'pelnl n a series of 
planned activities with a particular 
aim, for example to encourage 
people to visit a place or to buy 
something 

campsite I'ka!mpsa lti n a place where 
people on holiday can put uptheir 
tents, park their caravan, camper, 
etc., often with toilets, water, etc. 

cancel hensV vto decide that you no 
longer want to do what you have 
arranged to do, for example go on a 
holiday 

cancellation !,ka:ns:;) 'ielin n a 
decision that you no longer want to 
dowhatyou have arranged to do, for 
example go on a holiday 

carnival 'ko:nlv!; n a public festival 
with lively music and dancing in the 
streets 

carriage 'krendj.' n a separate section 
ofa train, tram, or similar form of 
public transport 

carrier code 'ka!ri:;) bod n a series of 
numbers that identify a particular 
airline 

catering ,kerlarll) n the work of 
providing food and drinks for people 

cathedral Ikd 'Oi:dral/ n a large church 
that is the most important one in a 
city 

cattle ranch ' 'krell ro:ntf n a very 
large farm, especially in the US or 
Australia, where cows are kept 

charterflight "tIo:la nail naflight 
which a travel company pays for and 
then sells seats to its customers, 
especially as part of a package holiday 

check·in clerk ' tiek In kta:k/ n a 
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 'Ier n a person whose job is to 
cook food in a restaurant, hotel, etc. 

client 'kialJnt. n a person who uses 
the services of a company 

climate "kianlllL nthe normal 
pattern of weather conditions in a 
particular place 

coastline "busllaln n the land along 
a coast, next to the sea 

commission b'nllin nanamountof 
money that is paid to somebodyfor 
selling something, that increases 
with th e amount they sell 

concrete f' konkri:LI n a hard,grey 
building material 

conductor Ibn' d,\ktd( r)/ n a person 
whose job is collect passengers' 
fares on a bus, train,etc. 

conference konf;)r;)ns. n a large 
official meeting, often lasting 
several days, for members of an 
organization or company to discuss 
subjects related to their work 

conference facilities 'kon f;)f;:lIlS 
f;) ,Sll;)tiz n the rooms,equipment, 
services, etc. that are necessary for 
holdinga conference 

confirm kdn ,f3:m· vtocheckorto 
announce that somethingwiH 
definitely happen as originally 
planned 

connecting flight 'b,ncktll) 'nail na 
segment of a flight that requires a 
passenger to change planes, but not 
change carriers 

conservation kons;) velfnl n the 
protection of the natura I 
environment 

contact details kontakt 'di:lcllzl n 
your email address and phone 
number,and pOSSibly your home 
address, fax number, etc. 

convince ikJn'v][1s, vto make 
somebody believe something so 
that they feel confident 

cottage i' kotldyt n a small house, 
especially in the country 

country house ,kAnlri 'hausl na 
large, expensive house in the 
country 

countryside I' k \ntrisaldl n land 
outside towns and cities, with fields, 
woods,etc. 

eRS, computerized reservation system 
I, si: o:r 'csllkam ,pju:tararzd 
rez;') 'vclin ,slstam. n a system for 
booking a hotel room, a flight, etc. 
on the Internet 

cruise ship f' kru:z flp! n a la rge boat 
that carries passengers to different 
places as part of a holiday 

customs 'kAsldmzl nthe place at an 
airport where your bags are checked 
as you come into a country 

day trip i'det tnpl n a tour or 
excursion that leaves in the morning 
and returns the same evening 

delay 'dl 'lelzl n a period of time where 
youhavetowait 

departure gate 'dl 'po:tI;) gCIU n a 
numbered area in an airport where 
passengers get on their plane 

departure lounge idl 'po:tI;:liaundy' n 
an area in an airport where 
passengers wait before getting on 
their plane 

deposit details ·dr 'pozll ,di:tctlz. n a 
record of the amount of money that 
a customer has paid as t he first part 
ofa larger payment 

desert 'dezaL n a large area of land 
that has very little water and very 
few plants growing on it 

destination I ,destl ' nCII nl n a place 
that people travel to, for example on 
holiday 

develop Idl 'vcl:)p. vto think of a new 
product and work on it sothat it will 
be successful 



direct dial telephone Jdal, rekt 'dalV n 
a telephone that allows you tocall 
somebody directly without having 
to speak to reception or a 
switchboard first 

direct flight Id:ll ,rckt 'naIL n a flight 
that does not involve changing 
planes 

directselUng Idul,rekt 'selllJ/ nthe 
practice of selling products and 
services directly to the public, 
without using shops, agents, etc. 

diving t' ualvllJf n the activity of 
swimming under the surface of the 
sea,a lake,etc. 

domestic id;) 'mCSllkl adjoperating 
inside its own country 

domestic tourism Jd:'l,mcsuk 
'IU:'IrU;)m,. n the activity of people 
taking holidays in their own country 

ecotourism ,i:I\;)o ' lO;)rlZ;)nt 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 
and animals 

emissions II ' mlf:m7' n gases that are 
sent out into the air 

enlightenment m'lalt;)nmnll n a 
deeper understanding of life, 
especially offeelings and beliefs 
outside the physical world 

enormous ['n::nn;)sl adjvery big 
en-suite (facilities) " on swi:t 

f;) 'sl1;)tlz, adj(of a bedroom) having 
a private bathroom joined on 

escalator 'esblelt;)(r)i n moving 
stairs that carry people between 
different floors of a large building 

establish II ' sta:blll vto form or create 
something for the first time 

evaluate ,'[ 'va!ljucil vtomakea 
judgement, for example about how 
successful something is, after 
thinking about it carefully 

excursion Ilks' k3:In, n a short journey 
for pleasure that is organized for a 
group of people 

expectation , ,chpek ' tcIJn n a belief 
about what somet hing will or 

should be like, for example a product 
expedition ,ckspa'dlfn nan 

organized journey to a place t hat 
not many people goto because it is 
difficult to get to 

expenditure ,[ks'pendttJ;)(r), nthe 
amount of money that a person or 
company spends 

famtrip, familiarization trip 'fa:.ITI 
tnpl IfJ,ml1j:;lnu 'zeIIn triP' n a visit 
organized by an airline or tourist 
resort, etc., where tour operators 
and journalists (an get to know the 
faciliti es and services offered 

fare Ife~ r)1 n the money that you pay 
to travel by plane, train, taxi, etc. 

feature I'fi: tfd(r) none ofthedetails 
that describes a particular product 
or service 

ferry 'fcri n a boat that carries 
passengers between two paints of 
land, between two islands, etc. 

five-star /, fal\. 'sm:(r) adj (used 
about a hotel) of the highest quality 

flight attendant J'nalt a,tendanll n a 
person whose job is to serve and 
take care of passengers on a plane 

fly-drive holiday f ,nal dra!v 'hohdctl 
n a package that includes the cost of 
both the flight and hire of a car at 
the destination 

foreign currency f, forall 'kM;)llsi, n 
the notes and coins that are used as 
money in another country 

gastronomic , ,ga-str;'l ' nDllllk. adj 
connected with cooking and eating 
good food 

GDS,global distribution system ,d3i: 
dl: 'esi ,giaubl dlstn 'bJu:fn 
,Slstaln/ n a very large system t hat 
allows you to book hotels, flights, 
etc. in different parts of the world on 
the Internet 

ground crew 'graond kru:, nthe 
people at an airport whose job is to 
take care of planes while they are on 
the ground 

guarantee ,' ,g:cran ' ti:,' vto make a 
firm,official promise that 
something will or will not happen 

guard yo:d n a person who is in 
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charge ofa train and travels with it, 
but does not drive it 

guest house f'gcsl haos! n a small 
hotel, usually run by the person or 
family that owns it 

harbour I'ho:ba(r)! n a place on the 
coast where ships can be tied up, 
that is protected from the sea and 
bad weather 

health farm 'helO fo:mJ n a place 
where you (an stay for a short 
period of time in order to try to 
improve your health by eating 
special food,doing phYSical exercise, 
etc. 

heritage 'henudJ n the traditions, 
culture, and historyofa place 

high ·rise 'hal ra!?! adj(used about a 
building) very tall, with many floors 

hil1walking 'hd ,wJ:k I1J1 n the activity 
of going for long walks in t he hills 
for pleasure 

historic monument ;hl,stonk 
'monjumantl n a famous building, 
column, statue, etc. that has special 
historical importance 

hostel l'hostJl! n a building that 
provides cheap accommodation, 
often in rooms with several beds, 
and meals for travellers 

hovercraft I' ho\ Jkra:fv n a vehicle 
that travels just above the surface of 
water or land, held up by air being 
forced downwards 

identify al 'dcnufall vto find out or 
discover what something is 

immigration , ,UTI! ' grelfn, n the place 
at an airport where the passports 
and other documents of people 
coming into a country are checked 

improve lln ' pru: ... vto make 
something better 

in advance ,In :xl\.o:ns advbefore 
the time when something will 
happen, be used, etc. 

inbulk In 'b\ll\ advinlargequantities, 
and usually at a reduced price 

inbound tourism , ,Jnb,IOnd 
' to:.'lrlZ:'IITIJ n the activity of people 
entering the country from abroad to 
take holidays 
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incentive tour ·In 'sentJv ,Iud(r) / na 
journey or holiday given to a worker 
or group of workers as a reward for 
good work 

include Iln 'klu :dl vto have something 
as one part 

inclusive tour irn , klu :slv ' tu:'l(r)/ n a 
holiday that includes transport, 
accommodation, and sometimes 
other things such as meals and 
excursions 

incoming li nk \ml!)1 adjconnected 
with travel into the country from 
abroad 

independent ,mdJ ' pendonU adjl. 
(used about a traveller) making their 
own arrangements for travel, rather 
than going on a package holiday 

adj2. {used about a country) having its 
own government 

initial enquiry form II,mI I rn ' kwalri 
f.J :m, n a form 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 . mav;)\Jv! adj new and 
interesting 

insurance Irn 'J:u:lnsl nan 
arrangement with a company where 
you pay them a small amountof 
money before you travel,and they 
agree to pay the costs if you are ill or 
die, or lose or damage something 

inventory 'rn vantriJ ndetailsofa 
flight booking, including flight 
number, time, route, seat number,etc. 

investigate ··· 111 'veslJgclUvtofind out 
information, for example by asking 
somebody a numberof questions 

issue 'II lI: 'Ito give somebody 
something official, for example a 
ticket, passport, etc. 

itinerary a l 'I Illdrar! n a list of things 
that will happen, for example on a 
tour, and their times 

jeep ds i:p n a small strong vehicle 
used especially for driving over 
rough ground 

key data ki : 'dclta nthe most 
important information 

land Ihcndi v (used about a plane) to 
arrive at an airport 

landscape I' l;cndskcJpl n everything 
you can see when you look across a 
large area of land, especially in the 
country 

leisure tourism t icS;) ,lOdfizom! n 
travel that is done just for pleasure, 
rather than for business or for a 
specific purpose 

limousine Ilrnla'zi :nI n 1.a van orsmall 
bus that takes people toand from 
an airport 2. a large, luxuriOUS, 
chauffeur-driven ca r 

long-haul 1,101) 'h:J:l/ adj(of a flight) 
covering a longdistance 

lost property 1,lost 'proPdli! n the 
place at an airport, etc. where items 
that have been found are kept until 
they are collected 

low-cost carrier lidO kost 'k:eriJl n an 
airline that is cheaper than most 
ai rlines, and that usually offers a 
more basic service 

luxury I' I ... kSaril adj very comfortable 
and high quality 

marina Imo'ri:n;, n a specially 
designed harbour for private boats 

market t' mo:kl v 'Ito show and 
advertise a product to the public 

marketing 'ma :kltJ l) / n the activity of 
showing and advertising a 
company's product s in the best 
possible way 

massage r m:esa :3' n the activity of 
having your body ru bbed, pressed, 
etc. in order to help you relax 

maximum stay l, m:eksHl1am 'stel l n 
the longest possible time between 
travelling to a place and t ravelling 
back 

meal basis I'mi :! ,bcISls/ n an 
agreement of how many meals will 
be provided as part of a holiday 
package, for example bed and 
breakfast or full board 

mechanic lTIO'ka:n lk! n a person 
whose job is to make sure that a 
plane's engines are working 
correctly, and to repair them if 
necessary 

meditatIon l ,medJ 'tcJIni n the activity 
ofthinking deeply in a quiet place, in 
order to make your mind calm 

meeting room I' mi :wJ roml n a room 
designed for business meetings to 
be held in 

metropolitan I,metra'po)ltdnl odjin 
or connected with a large or capital 
city 

minimum stay J,mllllm;)m 'stc r! n the 
shortest possible time between 
travelling to a place and t ravelling 
back 

monitor i' mollltd(.rjl vto watch and 
check something over a period of 
time 

motivation 1,ITI;lotl 'veISn/ n 
something t hat makes you want to 
doa particular thing, for example 
travel to a particular place 

motorway (ArnE", freeway) 
i'mJotdwell n a wide road, usually 
with three or more lanes in each 
direction, where traffic can travel 
fast for long distances between 
large towns 

mountain climbing i'maonlill 
,klalmll)l n the activity of climbing 
mountains as a sport 

mountaineer l ,maontJ 'nid(r)1 n a 
person who climbs mountains as a 
sport 

non-stop flight I,non stop 'OaIV n a 
flight without any stops 

online I' onlalnl adj operating on t he 
Internet 

open-jaw trip J,dopdn 'd:p: tnp/ n a 
return airticket t hat allows you to fly 
into a country at one airport, and leave 
the countl)' by a different airport 

operator i' opdreltd(.r)1 n a company 
that provides travel services 

opportunity I Dpa 'tju:nJti l n 
sornethingthat gives you the 
chance to be successful 

outbound tourism f,aotbaund 
'WJrJzarnl n the activity of people 
leaving their country to take 
holidays 

overnight I ,JoYJ ' nUltJ 'Ito stay for one 
night 



package holiday I tou r ,p~ck.rd3 

,hol ldctl,toa(r )/ n a holiday that 
includes transport. accommodation, 
and sometimes other things such as 
meals and excursions 

paperless ticketing l, peTp;)l;)s 'tlk ll ll): 
n a system where passengers book 
air tickets on the Internet or over the 
phone. No ticket is necessary as t he 
information is stored on the airline's 
computers. 

passenger flow t' presmdp n;)Ui n the 
number of passengers coming into 
and going out of an airport 

passport control ,po ::-,p:>:t bn 'tmoL
n a place in an airport where you 
have to showyour passport to an 
official as you pass through 

picturesque PlktJ;I'resk adj(used 
about a place) pretty and old
fashioned 

pier 'pi:;"I(r)i n a long, low structu re 
built in t he sea and joined to th e 
land at one end 

pilgrimage 'pllgrlmld;y n a journey to 
an important religious place 

pilot 'pall.,t n a person whose job is 
to fly planes 

porter 'P:'l:t.,(r) i n 1.a person whose 
job is ca rrying people's bags and 
other loads, especially at a train 
station, an airport,or in a hotel 
2. a person whose job is to be in 
charge of the entrance to a hotel 

present pn 'zent vtoshow 
something, for example a new 
product, to people for the first t ime, 
and tell them about it 

product ' prDlhkl nsomethingthata 
company sells 

promotional pr;"l 'm;"loJ:"Inl adjused, 
done, etc. in order to advertise 
somet hing 

provider rr;; 'v<l I<!;"I(r) nacompany 
that provides a particular service, for 
example an airline or a hotel group 

public sector .p\ohk 'sckt;"l(r), nthe 
part of the economy of a country 
that is owned or controlled by the 
government 

purser ' r:I :~;)( r )· n an officer on a ship 

who is responsible for taking care of 
the passengers, and for the accounts 

raise rCLI.J vto increase something 
rapport 'rre' p:'I:(r).· n a friendly and 

understanding relationship 
between two people 

receipt .·n ' Si:ti n a piece of paper that 
is given to show that you have paid 
for something 

receptionist rI 'scpS;mlsl n a person 
whose job is todea l with people 
arriving at or telephoning a hotel 

refuge 'relJu:d3 naverysimple 
building that provides shelter and 
protection from the weather 

remote n 'mdul odj(usedabouta 
place) far away from other places 
where people live 

rep, representative l repl 
,repr;)'ZcntatlV! n a person whose 

job is to look after people who are on 
a package holiday 

requirement TI 'kWal;mmt n 
something that a person needs 

research Tl ' s3:tf; vto make a careful 
study of something in order to find 
out information 

resort rep n '2:'1: I rer- n = rep 
retail ' ri :tcil n the business of selling 

things, for example holidays and 
tours, to the public 

retreat ·TI ' tri: t n a qUiet, private place 
that you go to in order to get away 
from your usual life 

retrieve data Tl, t ri:\ 'dc-II., vto find 
and look at information that has 
been stored on a computer 

return trip fI t3:11 ' trip n an air 
journey that departs from and 
arrives back at the same airport 

room service 'rum ,S3:\ I~ n a service 
provided in a hotel, where guests 
can order food and drink to be 
brought to their rooms 

runway ' r.\I1\\<.:!l n a long narrow strip 
of ground in an airport , that planes 
take offfrom and land on 

safari s.J 'fo ;n- n a tripto see wild 
animals, especially in Africa 

sales consultant 'scllz bn ,s\ltn t na 
person whose job is to give 
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customers information and advice 
in order to help them buy the 
product that is right for them 

sales process '5Cllz , pr;"\ose~ n all the 
activities that happen between a 
customer first knowing that a 
product exists, and buyi ng the 
product 

scales skellz.. n a machine for 
weighing things, for example bags 
at an airport 

scheduled airline ,skcdju:ld 'edlam ' 
n an airline that operates to fixed 
timetables and on fixed routes, and 
which sells tickets to the public 
rather than to package holiday 
companies 

seaview .si; \Ju. nthepossibilityto 
see the sea from the window 

seatbelt 'si:tbelt n a belt that is 
attached to t he seat in a plane and 
that you fasten around yourself 

secondary airport ,sekondri 'c;;r;,;t n 
a small airport that is not one of the 
main ones in a country 

security check iSI'kJu;:Irdti IJek! nthe 
process of checking passengers and 
their bags at an airport to make sure 
that they are not carrying anything 
dangerous 

security control sl 'kjudr;)ti bn,trdol 
n the place in an airport where 
passengers and their bags go 
through a metal detector to make 
sure they are not carrying 
dangerous objects 

self-catering , ,self 'kcl1;)rll) adj (used 
about ho liday accommodation) in 
which you provide your own meals 

service station 'S3:' b ~tc, II an 
area and building beside a 
motorway where you can buy fool:: 
and petrol, go to the toile'" .... e-..c.. 

serviced 'S3;\I...u. odj(usea~ 
holidayaccommodatlOrl 
meals are provi~ 

shift Sift noneofthr",-",,!! 
periods that a 2~~ IIIIMde:t 
into.Whenash"tendS.. :J 
workersstops~ 

begins- -
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short-haul /J,:t h::l:1/ adj {ofa flight} 
covering a short distance 

shuttle "S \11 n a plane, bus, or train 
that travels regularly between two 
places 

skilled 'sk rid adj (used about a job) 
that requires special ability or 
training 

spa spa: na place where peapleean 
relax and improve their health, often 
where hot water comes naturally to 
the surface from under the ground 

specialist 'speJ:lllsli adj dealing with 
one kind ofthing only; not general 

spectacular :spek 'uekjdl;>(r) adjvery 
impressive to see 

steward 'slu:wxl l n a man whose job 
is to take care of passengers on a 
ship. a plane, or a train and who 
brings them meals, etc. 

stopover !'SIOp;}(J\,;>{r).' n an 
interruption to a trip lasting twelve 
or more hours 

store data sty 'dell;} vtokeep 
information on a comput er until you 
need to use it 

strength sl rel)O ... ' n a good quality t hat 
you have that gives you an advantage 

study tour / su.di w~r),/ n a triptoa 
country or an area that includes 
visits, lectu res, and classes 

suite iswi:! n a setof rooms in a hotel 
supplement 's .... pIHontl n an extra 

amount of money that you have to 
pay for an additional service or item 

surcharge 's3:tJo:d,;l n an extra 
amount of money that you have to 
pay in addition tothe usual price 

t'a i chi ,tal 'tI i:: n a Chinese system of 
physical exercises designed 
especially to make your mind calm 

take-off ' telk of: ntheprocessofa 
plane leaving an airport 

tariff t' la:rr fl n the fixed price for a 
service 

tax ta'ks .. n an amount of money from 
your income t hat you have to pay to 
the government 

t emperate ' tempJrJ! adj (used about 
a place's climate) not very hot and 
not very cold 

temple ' temp)' n a building where 
people of some religions, for example 
Hindus and Buddhists, go to pray 

terminal ' t3:m Inll nthe ai rport building 
that has all thefacifities for passengers 
that are arriving Of departing 

terminus ' t3:m ln;)S, n t he last station 
at the end ofa railway line or the last 
stop on a bus route 

the me park i' Oi:m po :k n a large park 
with rides, such as roller coasters, 
and many other kinds of 
entertainment 

threat lere! n something that could 
stop you be ing successful, for 
example a strong competitor 

ticket collector ' tlklt ko,lek!;)(rll n a 
person whose job is to check 
passengers' tickets for travelling on 
a train, boat, etc. 

tiny I' tamil adj very small 
tour guide J' tu,) gald, na person 

whose job is to show tourists 
around places 

tour operator ' to:;) ,oporcrt.}(r)/ n a 
person or company that organizes 
and sells paCkage holidays 

tourist attraction ' to:Jr\st ;) ,trrekJ 01 n 
a place that tourists visit 

tourist flow I' tU;)r1st nJU n the 
movement of people into, out of,and 
inside a country, when they are on 
holiday 

tourist information officer ', tu;)rrst 
mf;} ' me!In ,ofls:l(r),' n a person 
whose job is to give advice and help 
to tourists who are visiting a city, 
town,etc. 

track Itrrek! n metal rails that trains, 
tra ms, etc. travel along 

trade fair I' treld feJ(r). n a large 
exhibition a nd meeting for 
advertising and selling products 

transfer / ' tro:nsf3:( r}i n 1. travel to and 
from the airport and your hotel 
v 2. to travel to or from the airport 
and your hotel 

travel agent ' trrevl ,eld;)llt n a 
person or company whose business 
is to make travel arrangements for 
people, for example buying tickets, 

arranging hot el rooms, or selling 
package holidays 

trave l Insurance ' t nevI m,Ju;}r:lns.: n 
a 1"1 a rrangement 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 o r 
die, Of lose or damage something 

trek Itrck! n a long hard walk lasting 
several days or weeks, usua lly in the 
mountains 

trend trend! n a general direction in 
which something is increasing or 
decreasing 

trolley ' trolil n a sma ll vehicle with 
wheels that you ca rry your luggage 
on and push around at an airport 

turnaround time 't3:1l;}raond ,lamlJ 
n the time between a plane landing 
at an airport and taking off again 

unspoilt ihn 'sp:uh, adj (used about a 
place) beautiful because it has not 
been changed or built on 

VFR, visiting friends and relatives I, vi: 
ef 'o:(r) .. ,vIZll!!] ,frcndz ;}nd 
' rel;)tlvz) n travel that is done in 
order to visit fri ends or family 

visa I'vIZJ n an official mark or piece 
of paper that shows you a re allowed 
to enter, leave, or travel through a 
particula r country 

volcano i \ ol 'kemJul n a mountain 
with a la rge opening at the top 
through which gases and hot, liquid 
rock sometimes come out 

waiter I' wclI;)(r)! n a person whose 
job is to take food orders and serve 
food in a restau ra nt, bar,etc. 

wake-up call 'welk\p ,b :1I n a 
telephone call that you arrange to 
be made to you in a hotel, in order to 
wake you up 

weakness , 'wi : kll;'\s n a quality you 
have that makes it more difficult for 
you to be successful 

wedding ' \\cd l!)! n a ceremony where 
two people get married 

weekend break I,wi:kcnd 'brelk , n a 
trip, often to a city or countryside 
hotel, that includes Saturday and 
Sunday 



whale-watching \\cLI '" n 
going on a boat trip to see whales 
swimming in the sea 

white-water rafting waLt \\:1:1.) 

• ro:ftLL} n the activi ty oftravelling 
down a fast·flowing river in a rubber 
boat 

wholesaler 'h;){)]-.;cLb(r) ' n a company 
that sells goods or services in large 
quantities to other compa nies, 
which sel l them tothe public 

wildlife ' A Jlal nanimals,birds, 
etc...that are wild and live in a natural 
lmVironment 

windsurfing , n the sport 
of sailing on water standing on a 
long narrow~rdwith a sail 

worldwide adj in all 
parts of t he world 
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yacht jot n a large sailing boat,often 
also with an engine and a place to 
sleep on board, used for pleasure 
trips and racing 

yoga 'j;)Utp n a system of exercises 
and breathing that helps you control 
and relax your mind and body 
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