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Take off

pilot waiter

tour guide resort rep

flight attendant chef

tourist information officer porter

travel agent hotel manager
receptionist airline check-in clerk

T What jobs do the people in the pictures do? Choose
from thelist.

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

3 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?

To
biggest industry ...
‘the world’s best jobs
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#

In this unit

@ jobs in tourism

@ describing job skills

@ describing job routines

® the tourism industry today

Vocabulary
Adjectives for job skills

With a partner,look at the adjectives for describing

people.

1 Findsix pairs of opposite adjectives.
calm friendly  flexible extrovert
nervous lazy smart shy
disorganized creative confident hardworking
scruffy practical organized unfriendly

qualities are the most important.

Speaking

Careers questionnaire

_ Questionnaire

QUALITIES

O hardwarking

cal

SKILLS

enjoy meeting new people

e than one thing at the same time

2 Discuss your answers with a partner.

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

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

3 Which three skills are most important for a careerin

tourism?

® Language spot
Describing job skills

Look at the sentences for describing job skills and abilities.

+ infinitive +=ing or noun

Ican make peoplerelax.  |enjoy meeting new people.

I know how to use
computers.

I like working independently.

I am willing to work long
hours.

lam abletodomorethan |feel confident about
onethingatthesametime. dealing with money.

lam good at languages.

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

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

So you want to work in tourism?

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

In most tourism jobs you differentlanguages and
havetoenjoy 1! cultures, and you need to be
with people - not just the confidentabout______®
customers but your the languages that you know:
colleagues as well. Youhave  Sometimes, especially if you
tobeableto_ 2as  workinan office, you haveto
part of a team. You have to knowhowte 7
knowhowto 3, computers.Tt's also important
even if you're having a bad to be flexible, and you often:
day.It'salsoimportanttobe  havetobe willingto
able to ‘clearlyon _____ %jongorunusual
the phone.Inmany jobsyou  hours. But most of all you '
need to be good at have to like =

s people with 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.
» Go to Grammar reference p.119
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FEUE L T e e T e B i 't’s myjob

Andrew Sharpe Read about Andrew Sharpe from Jamaica.

:e“;;al details 1 When did Andrew start working in tourism?
ge . ; .

Single What jobs has he done in tourism?

Born in the Parish of Manchester,Jamaica

2
3 What does he donow?
4 What does he think is important when you work in

Tourism experience tourism?

Started in tourism at the age of 5 What does he want to do in the future?

twelve,as an assistant in a restaurant

Trained on the Cayman Islands—one-  what do you like about tourism? What do you do to relax?

JER MK éxpe.rlence asachet ‘You get to experience different ‘As a Caribbean, part of our life is
Othertounsrnjops: hoFe! frontdesk,  cultures, coming to Europe to see enjoyment —having fun, our music,
car rental SUPEW'SO"»“fEht manager  how they operate and live,what they  food, culture ~it's natural

ofa small hotel, check-in clerk fora like ... In Europe you see something  for us. | play cricket. | love cricket, with
charter airline done differentlywhichcan helpyou  friends,on the beach,and football ...’
Present job with the same procedure back home,  \what’s the future for you?

Runs his own tour company looking at it from a different angle. ‘My goal is hopefully to become

(Authentic Caribbean Holidays Ltd/) ~ Eventravellinginter-island,visiting i erol e Ve tor of

; : various islands, then you see “OK, this : :
Promotes ‘Unique Jamaica island does it this way, we do it that Tourism, that’s my main goal. You have

programme (adventure travel) " / to have a rounded knowledge of the
way",and so forth. '
Attends trade fairs industry, from ground level to the top.

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

Offers internships and work
experience for university students

‘There’s so much to do 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
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Listening
Three jobs

1 Kelly 2 John 3 Suzanna

1 ) Listen to three people talking about their jobs.

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

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

2 () Listen again and complete the extracts.

Extract 1
Il ‘arrivals,handout 2 process
enquiriesand 3 that kind of thing. | work

4 whichcanbeadrag.l_______ Sstart
at six in the morning, which is OK because | get off nice
andearly,butthen____ ¢ldothelate turnand
I don’t finish till after midnight —this week |

the late shift.

Extract 2

| &directlywith the publicat thedesk.Ona
typical day,I'mon the phoneandthe ¢
most of thetime.| ______ '°theday by checking
my______ Mandthat____ "theagenda
for the first part of the morning at least. | have to talk
to local businesses, hotels, tour companies, to check
that Bthe service they want, that we're
stocking their brochuresandsoon.lalso_____ 14
presentations,and | get invited to a lot of social events
to network and talk about tourist information services
in the city.

| 'ona big presentation for some Italian
clients at the moment.

Extract3
Weworkvery___ 16 especially on changeover
days.Wetakethe______ "whoare 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_______ ¥—andthere always are problems! -
and do the paperwork.Sol__________ “until
midnight on changeover day.

e Language spot

Describing job routines

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

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

2 Underline other examples of the tenses in Listening 2.

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

1 Tusually (finish) at five, but today I
(work) until eight.
2 We_________ (nothave) many guests outside the

summer season, but a big conference

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

3 Someofthercoms___________ (nothave)private
bathrooms.Whichroom__ (stay)in,madam?
4 1 (wait)foracall fromthe manager. She

(want) me to show some important
clients our deluxe suites.They_____(think)of

holding a business meeting there.

5 I (work)withcomputersalot.Infact I
(do) a special training course at the moment.
I (go)tocollegeevery Tuesdayevening

> Go to Grammar reference p.119
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What is tourism? This is the stuff that changed the world. Along
Tourism is the temporary short-term movement with a handful of other things — television, sex,
of people to destinations outside the places where  and the computer —the ability to travel the world
they normally live and work, and their activities freely sets those who live in the late 20th century
during the stay at these destinations. (and early 215t century) apart from those who
Tourism Society lived before it.

UK, 1991 Michael Elliot

1991, The Pleasure Principle’. The Economist, London

Speaking Pronunciation

Job skills 1 ) Listen to these words. How many syllables do they
have? Tick () the right column.

Number of syllables Strongest

Word 1 2 3

agent v first

attendant

manager g

1 What questions would you ask to find out this .Etermg S e WP

information about the two people? guide =
Nationality Where does he / she come from? porter B
Age tourism
Job T?___ =—i= -
Qualities and skills e L
Working hours attractions
Typical daily tasks calm A -
Things he / she enjoys about the job
Relaxjng‘after work 2 () Listen to the words with two or three syllables.
Own holidays Which syllable is strongest?

2 Work in pairs. Student A, look at p.108. Student B, look 3 sayeachword. Let your partner check your

at p.118. Ask about each other's person. pronunciation.

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

dessiopfoucsn 2 Think of a local example for each of the sectors from
f people or companies that sell the holiday or tour to your city or country, for example, the name of a local

the customer travel agent.
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tourism /'tuarizam/ NOUN [U] the
business of providing and arranging
holidays and services for people who
are visiting a place

Customer care
‘The customer is always right’
1 Doyouagree that ‘the customer is always right’?

2 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.

FACT SHEET

Find out

T Where can you find out
facts and statistics on

Name of country / region:...........

Sources for information and statistics:

tourism in your country?

Website

Location

2 What arethe names of the
main tourism companies in
your country? Find their
websites and note down

National tourism board (or office)
Regional / local tourism office (TIC)
Other useful websites

information on what they

do, when they were
founded, what jobs they Sector
provide —and anything else
that you find interesting.

Example
company

Website

Location

Other information
(e.g. size, no. of visitors,
branches, etc.)

Tourism attractions

Writing

Country fact sheet

Complete this fact sheet Transport

for your country (or

region). :
Accommodation
and catering

Tour operators

Travel agents
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economy (n) the operation
of a country's money supply,
commercial activities,and
industry

flexible (adj) that can be
changed easily

challenge (n) something
new and difficult that forces
you to makea lot of effort

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

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

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

or F (false).

1 Oneinfifty 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.

Five Days' Trip to the West of England

M1, Fararin gewt, Lossomer, baa reired mukarny bew e Ul w sasssare o

SHARMING_EXCURSION

CHELTENH lﬂl, GLOUCESTER,

BRISTOL,
rumanav, sum 18, 1865,

SPEBIAI. TRAINS

5 o am SOTTINGAHE A0t LEMSTRN vk homs fe BUTUS, o ey ol b it
s Mimdagbus,

ot MimslraBebpas g, ©

ina, At dekhy 0 | dA L e
by, 530 N :- Tuawmartts, W10 (™

SPECIAL TRAIN WILL LE.I.IE mmt. FOR EXETER PLTINTE.

e ORIV EROLA Y CNE Mk, = 3
Pa—

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 Ato Z, from
airport cleaners to zookeepers,
and includes bar staff, flight
attendants, tour guides, and
resort reps. It is a huge part of the
economy of many countries -
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 flights. There have been
changes in working practices, with
warkers getting paid holiday time
and working shorter and more
flexible hours.

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

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

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

Tourism is one of the biggest
industries in the world. It is
perhaps also the most important.
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ﬁ

3 Inpairs, answer and discuss these questions.

1

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

a 1841

b 25 million

¢ 760 million

d 1.6 billion

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

How many jobs in tourism can you think of?
EXAMPLES

A is for airline check-in clerk.

Bis for baggage handler.

Cisfor...

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

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

Do you think tourism is a positive or a negative
influence in the world?

Vocabulary
Personal Learning Dictionaries (PLD)

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

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

&

L
®
]

The word (e.g. tourism)

- Its translation in your language

The phonetic transcription (e.g. /'tuarizom/)
The part of speech (e.g. noun)

» Any relevant grammar or language features

@
®

(e.g. uncountable)

Use in an example sentence (e.g. Tourism is the
world’s biggest industry and employs millions of
people throughout the world.)

Related words (e.g. tourist)

Any otherimportant information

3 Selectthe most important words from this unit. For

each word, prepare an entry for your Personal Learning
Dictionary.

Checklist

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

| can understand articles describing the
tourism industry

| can understand people talking about their
jobs in tourism

I can describe job / work routines and skills

| can ask questions about the personal
profiles of tourism employees

B it vl i e ST e
Key words

Jobs

check-in clerk
chef

flight attendant
pilot

porter
receptionist
resort rep

tour guide

tour operator
tourist information officer
travel agent
waiter

Nouns

catering

charter flight
destination
excursion

public sector
retail

shift

tourist attraction

Adjectives
online
worldwide

et ot gls i
Next stop

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

2 What famous attractions have you seen?

3 Which was your favourite, and why?
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2 World destinations

Take off

1 Do you know the names of these famous attractions?

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

3 Whattype of attraction is each one? Choose from

the list.

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

4 Canyou find these types of attractions in your country?
Give examples.
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*

In this unit

@ tourist destinations and attractions
@ tourism flows

® numbers and statistics

® describing resources and features

Vi b W N

Pronunciation

Look at the dictionary transcriptions of some countries
and cities.

spemn 'rafo ma'drid
fra:ns 'keenada 'peris
'landan "itali 'hangari
'meksikao mps'kav "taukijou
'tfama ‘wbonz ‘dz3:moni
raom dzo'pan bra'zil

Can you find the following places?
Spain

France

Japan

China

Russia

Vo W

[dentify the other places.
G Listen and identify the ten places you hear.
¢ Listen again and repeat each place.

Practise saying the place names from the dictionary
transcription.

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

Listening
Where do tourists go?

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

1 domestictourism
inbound tourism
outbound tourism

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

N o W N

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

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

4 @y Listen and repeat the numbers.
19 90 18 80 13 30 15 50
5 Write down some similar numbers. Do not show them

to your partner. Read them to each other. Can you
identify them correctly?

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

Position Country Number of tourists

1st

2nd

3rd
4th
5th
6th
Tth
8th

9th

10th

7 What do you know about the ten countries as tourist
destinations? Think about the following categories and
give examples.

e Towns and cities

» Natural attractions and features (e.g. beaches)
@ Historical and cultural attractions

® Purpose-built attractions (e.g. theme parks)

8 Think about your own country.

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

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

3 Where do outbound tourists go? Which countries do
they visit?
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8 O 00 of all international
travel is made up of
nationals of just
twenty countries.

!

In 2004, an estimated In Hawaii, AMerican
760m tourists andJapanese
travelled internationally, tourists outnumber
or nearly 12% of the world’s

Hawaiians by five to onein

people. the summer.

.
Reading
Where do tourists come from?
1 Which countries do you think generate the most tourists? 1

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

N X

0 10 20 30 40 50 60 70 80

million tourist departures per year (2000)

3 Does any of the information surprise you?

Speaking
The biggest spenders and the biggest earners

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

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

spend (v) to give or pay money for sth

Verb spend earn receive
Noun (person)  spender earner -
Noun (thing) expenses earnings receipt

expenditure

1 fyou_______ _morethanyou___________ you
will getintodebt.Butifyou_______ morethan
you_________,youcansave.

2 ThelTmanagerisoneofthehighest______ in
thecompany. Histotal ________ are twice whatI

3 When you are on a business trip you can claim
things like travel and hotelcostsas . But
youmust rememberto geta

4 The travel agency didn't make a profitlast year
becausethe __________ wasgreater than the
from customers.

Which of these countries do you think are the biggest

tourist spenders, and which are the biggest tourist

earners?

Austria Germany the Netherlands |
Canada Greece the UK

China Italy the USA

France Japan

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

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

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

Climate Natural Built Events Food, drink,and Accommodation Transport
features attractions entertainment

rainy beach cathedral carnival restaurant hotel train

sunny desert museum folk dance bar motel plane

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.

1 Idon'treallylike the city.Iprefertoliveinthe

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

is mainly rocky with steep cliffs.

3 The Netherlands hasa climate, with

mild winters and cool summers.

4 These beautiful old churches are part of our national

3 Canyou 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.

Customer care
Different destinations - different customs

Working in tourism means meeting people from
different countries. It also means sending people to
different destinations with different traditions and
customs. It is important to respect and understand
these different traditions and customs.

1 How can you find out more about the traditions of

visitors from some of the countries listed in this unit?

2 How canyou help tourists to understand local traditions

and cultures when they visit other destinations?
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Where in the world?

The Balearic
What do you know about New Zealand and the
Balearic Islands? Think about: climate, geography and Islands -
location, natural features, main attractions, and their
importance as a tourist destination. Mallorca,

Now read the descriptions and check your answers. M enorca,

Which text would you find Ibiza
1 inareference book? '
2 inanadvertisement or brochure? Formentera

land

Capital: Wellington
Population: 4 million
Currency: New Zealand
dollar

Official languages:
English and Maori

New Zealand lies in the South Pacific Ocean and consists of two islands — North
land and South Island. It Is located 1,600 kin south-east of Australia and is
iy 2,000 km long
nd damp, although the extreme north has
1d. Winds can
he capital (Wellington) is known for its high winds

[he matnattraction for tourists is the scenery. The

‘ landscape is largely unspoilt and very varjed. There are

= Loe mountains, lakes, glaciers, rainforests, dramatic

aches, and geysers

ractions inclyde the Maori cultursand gutdoor

c¢h as river-rafting, fishing, skiing, whale

s come mainly from Australia, the United States
the United Kingdom, and Japan. Tourism s the largest
single foreign exchange earner and continues to arow. An
Increasein visitor numbers followed the huge success of

¢ Lord of the Rings hlms, which were made in New
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¥ Sun, sea,and culture — with a Spanish style

# 300 days a year of guaranteed sunshine
# Fabulous beaches
# Easytogetto

# 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

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

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

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

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

atmosphere. plenty of entertainment for young

® Language spot
Describing resources and features

New Zealand The Balearic Islands

Describing New Zealand lies in the South Pacific Ocean.
geographical It consists of two islands. It is located 1,600
features km south-east of Australia.

: Describing The climate is generally temperate and damp.

climate The extreme north has got an almost
subtropical climate.

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

1 Lookat the expressions used todescribe resourcesand 4 Use the sentences you identified in 2 and 3 to help you

features in the text on New Zealand.

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

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 BalearicIslands is trying to attract
visitors. One way it does this is to use sentences where
the subject is ‘you’ Find the sentences using ‘you'.

to write similar sentences for New Zealand.
EXAMPLE

Floating in the South Pacific Ocean, New Zealand offers
the perfect location for an exciting holiday.

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.

» Goto Grammar reference p.120
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Listening
Favourite places

I &) 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 Budapest
Scotland Prague
Northumberland Barcelona
Zurich Cyprus
Vienna Ibiza

a Liz

b Regula

c Valery

What do they like about each of their favourite places?

(» Listen again to Liz. Match the four adjectives with
the four nouns to form word combinations,

A B
remote views
spectacular coastline
ruined cottage
dramatic castle

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

A B

cheap memories
cultural bars
delicious beaches
happy heritage
relaxing nightlife
exciting flights
lively break
crowded food

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

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.

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

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

® ® & 0

Use the information you have found out on the country
or regionto

e write a factual information sheet

@ write a brochure description

@ prepare atalk or presentation.

Use pictures and visuals where possible.

Present your talks in small groups. Listen to each
other’s talks, make notes, and ask questions.

World destinations 19

ﬁ

Checklist

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

| can talk about tourist destinations and
flows

I can understand and describe statistical
charts and simple graphs

| can understand people talking about their
favourite destinations

| can understand descriptions of resources
and features in tourist destinations

| can produce descriptions of resources and
features in tourist destinations

R L R S
Key words

Specialist industry terms
domestic tourism
inbound tourism
outbound tourism

tourist flow

Nouns

carnival harbour

cathedral heritage

climate historic monument

coastline landscape

countryside receipt

desert temple

expenditure theme park

Adjectives

remote

spectacular

temperate

unspoilt

Next stop

1 What different types of holiday have you had
inthe 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?



£YU UL 3

3 Tour operators

Take off

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

2 Which holiday(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 [Cla

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

listening 2 (y Listenagain and choose the correct answers.

1 How farin advance do tour operators buy
accommodation or transport?

Why choose a package holiday?

1 & Listen to Helga, who works for Das Reise Biiro, a a Sixmonths
German tour operator. What are the reasons she gives b One year
for choosing a package holiday? Are they the same as ¢ Two years
yours? d Three years

2 What things does Helga say that people will need
money for on a package holiday?
a Buyingdrinks
b Buying souvenirs
¢ Carhire
d Paying for taxis

3 According to Helga, what does a tour operator’s
representative, or ‘rep’, do?

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




Reading
The role of tour operators

Read the article and find the answers.

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

In this unit

® advantages of package tours

@ the role of tour operators

® asking a tour operator for information
® prepositions of time

® preparing a tour brochure or web page

2

a What are the components of a typical package

holiday?

b Who else forms part of the chain of distribution?
¢ How many different types of tour operator are

there?

There are two other terms that mean the same as

package holiday. What are they?
To buy in bulk means to buy something

a ontheInternet

b inlarge quantities

¢ insecret

d alongtime before you need to use it.

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

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

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 / station
/ 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 really big operators,
the mass market operators, produce low-
cost holidays to traditional sea, sun, and
sand destinations like Spain, Greece, or
Turkey. Other operators limit their

product to customers who want a v
specific type of holiday. These speci
operators sell adventure holidays,
holidays for single people, holidays
motor-racing fans, and so on. Dome:
operators specialize in tours for peo
who want to holiday in their own
country, whilst incoming tour opera
are specialists in providing holiday
packages to visitors coming from ab
For example, ‘Vastravel’, an Italian
incoming tour operator, sells tours o
Italy to people from the rest of the w

Transportation + Transfers + Accommodation + Other services

Principles

Travel agent

Tour operator
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It’s my job Listening
The ‘Peace in Burma’ tour
Begona Pozo 2 Begona’s main job is organizing escorted tours of
. Burma, in south-east Asia.

= 1 Why do you think people visit Burma?
2 (p Listen to Begona describing one of the tours she

organizes. Tick (v) the places the tour visits,and the

Fifteen years ago Begofia Pozo and her sister opened a acbviticeths o b cs i
travel agency because they both love to travel. Now
she is the European agent for Myanmar Gold,a Place Activity
specialist tour operator for Burma.What do you think
she likes about her job? O Bagan Rent a bicycle
Now read on. O Bago Spend some time at the beach
= O Inle Visit a school of Buddhism
B a says:
o [ 0O Mandalay Go trekking in the mountains
...about herjob |love tosell and toworkin the office ... O Ngapali Practise yoga
to try to introduce the place to my clients,and to show O Sittwe Visit the city’s floating markets
them the place and tell them that they have to go there. 0O Thalland Visit some of the many temples
...about Burma Burma has started to attract tourists O Thandwe Go horse riding
from all around the world. It’s very beautiful and B Yangon-____—Visit the capital city

s ssouRdinona, 3 () Listen again. Which activities can you do in which
...about Burmese people They're always smiling.And place?

very often they give you presents because they are
Buddhists. You can tell that religion is really important 4 What is the main problem Begofia has when she tries

tothem. to get people to go to Burma?

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




morethan 12 Million
people intheux

take a package holiday each year.
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e Language spot
Asking questions

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

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

Brothures of tours?
Price include +ransfers?
Price include meals?
Us€ local hotels?

Aecept groups?

wo

Al

Discount for qroups.?
How much?
Travel agent's commission ~ how much?

TR R RN N

MR ]1‘ i h\. [ i\ |ll~I

2 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?’

3 Canyouthink of any other questions the travel agent
might ask?

» Goto Grammar reference p.120

[ ] [ ]
Pronunciation
Say the following words. Pay attention to the stress. Is it
on the first or second syllable?

accept agent local travel

(¢ Listen to the words. Were you right?

9 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
®e o ® [ Y e®e

agent accept

local

travel

Practise saying the words in each column.

Speaking
Talking to tour operators

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.114. Follow the instructions.

EXAMPLE

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

Travel agent Yes, I hope so.I'm a travel agent from

(your country / region).I'm looking for
toursto...

When you have finished, change roles and choose the
information from a different tour operator.
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—

former (adj) of an earlier time;
belonging to the past

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

Reading

An inclusive tour A g|impse Of the

Visit the three independent

Tour operators regularly use brochures and the
Internet to advertise their package holidays and tours. B a tl c s Baltic Republics of Estonia,
T Look at the map of the Baltics. Read through the tour  Latvia, and Lithuania on
and connect the cities and other places in the order in T |
: T | this shnrr escarted couch
which they are visited.

. _‘|"‘— e =

":HJ tour. The emphasis is on

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

1 Thelength of the tour FIDYNGAIINIVER Arrival. Transfer with private driver and

2 Departures for the second half of July or beginning guide. Check in at the hotel. At 7.00 p.m. welcome drink at the
of August hotel where you will be greeted by four guide or representative.

Overnight at Hotel City Park or similar in Vilnius.

: '—1.' the capital dities.

3 What type of accommodation will they have?
4 The basic price of the tour

LT gAIIDNIOEERIINENE  Morning city tour of Vilnius,

5 How muchwillthe touroost furdne person using a capital of Lithuania for more than 600 years. Afternoon trip to

single room? Trakai, former capital of Lithuania. Visit to a 14th century castle.
6 Does the cost of the tour include For ages it served as a defensive structure and residence of
a all food and meals? Lithuanian Grand Dukes. Overnight at Hotel City Park.

b entry costs to monuments?
¢ arrival and departure transfers?

VDTN GAIIDNISRER[EI Morning departure by coach to

7 Will there be a guide on the tour? Rigo, the capital of Latvia. Visit to Rundale, o 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 Daugava or similar in Riga.

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

Guaranteed departures: Fridays 2007
Jun8,15,22,29
Jul6, 13, 20,27
Aug3,10,17, 24

From: 5845 per person double
$345 single supplement

Includes:

+ 5 nights af first-closs hotels

doily breakfust

| welcome drink

Iransportation by gir-conditioned coach

private arrival fransfer

sightseeing per itinerary

local Tour guides

tux and service charges

* 9 % 4+ 4 4 4 &

individuol information puckage (city
guides and programmes)
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ﬁ

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

navigable (adj) that boats can sail along
sacred ( adj) connected with God,a god, or
religion

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

| e Language spot

Prepositions of time
1 Match the prepositions at, for, in, and on with the time
expressions on the right.
Sunday
Easter
10 June
the weekend
at

the afternoon

[T VAL ININNINE |n the morning a city tour of for

Riga, visiting the medieval town, Riga Castle, St. Peter’s : Shedays -

Church, the Old Guild Houses. Afternoon departure for Tallinn " night

with a stop in Pérnu. Arrival in Tallinn. Check in at the hotel. on =

Overnight at Hotel Domina limarine or similar in Tallinn. _the el 3
4 o'clock

‘ LT SRENNINE Morning city tour of Tallinn, visiting the alongtime A =i

Old Town of Tallinn — an example of Gothic architecture in the
Baltic and Nordic countries. The tour includes the Toompea 2007
Castle, the Russian Orthodox Cathedral, and the Town Hall
Square. Afternoon free. Overnight at Domina limarine or

B cimilar. 2 Usethe correct preposition (at, for, in, on) to complete
the itinerary.
D ENNEEARREE After breakfast, the four
ends with individual departures. BAsicALLY BOLIVIAN

Day 01 Arrive at La Paz International Airport.
121.30h.Transfer to the hotel, check-in, and
light supper.

Day02 LA PAZ

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

thatisonlyeaten__________ 2the morning. Afternoon
free for shopping. Visit a traditional folk music
‘pefia’_______ 3night.

Day03 LA PAZ — LAKE TITICACA

Leave after breakfast for the Tiwanaku ruins.
4 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
sdawn 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 so that we can make sure they are happy and
change anything that they don’t like.

Myanmar Gold representative

Coach tours can be very impersonal, so as the tour guide,
| make a big effort to learn each person’s name as soon as
possible,and by the end of the second day of the tour at
the latest.

Scantours representative

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

2 How can tour operators give the personal touch to
tourists before, during, and after their holiday or trip?

Speaking
Designing a package tour

1 Youare going to prepare a five-day coach tour of your
country or region. To do this, you will need to make
decisions about
1 which places you will visit
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 thedifferent possible dates of your tour
7 thename of your tour
8 three ways you are going to personalize your tour.

2

4

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 idea.

That'’s fine by me.

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

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.

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

Who are the biggest tour operators in your country or
region?

Which are the most popular destinations they offer?
Which are the new destinations this year?

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

Are there any specialist tour operators in your country?
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 Dperation in [the name of your country].

The biggest tour operators in [the name of your country/

region] are [the names of twa or three tour operators].

i idersi ntr
There are a number of important providers in our country,

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

The most popular destinations that the tour operators

offer every yearare [the names of the usual

destinations]. New offers this year include ...

ﬁ

Checklist

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

| can understand someone talking about
package holidays

| can understand articles about package
tours and tour operation

I can ask questions to get information about
a package tour

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

[t TR o s T
Key words

Nouns

brochure package holiday / tour
client provider

commission representative (‘rep’)
direct selling tour operator
inclusive tour supplement

itinerary transfer

operator wholesaler

Adjectives
domestic
incoming
independent
specialist

Adverbs
inadvance
in bulk

Verbs
include
overnight

T L W TR
Next stop

1 Do you have any friends or family who like
going on holiday to places that are
completely different from where they live?

2 Whatabout you? When you go on holiday,
doyou like things that are completely new,
or do you prefer things that are familiar?
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4 Tourist motivations

Take off [a}

1 Match the quotes with the pictures. Write quotes for

[ (ike to be active on
holiday - visit museums,
galleries, that sort of

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

3 Work in groups. Show each other the trips you wrote

down. Can you put the different reasons into
categories?

o

d

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

thing.

|
[é
=

I want to see as much of
the world as possible. I'm
meeting up with a bunch
of friends next month and
we're going hiking in the
Himalayas.

b}

We spent (ast Christmas
in the mountains
outside Kyoto - that's
where my son lives now,
his wife's Japanese.

&=
| have to visit our sales
offices in Poland and the
Netherlands four or five

times a year. It's hard work,
but | really like Poznanand

Rotterdam.
&',—




Reading
Why do people travel?

1 Read the text. How many of the types of trip you listed

in Take off can you find?

2 Lookagain atthe trips you listed and put them into the

categories described in the text.

Inside tourism: reasons for travel

Tourist motivations 29

in this unit

@ motivation for travel

® describing purpose and reason

® describing trends

® changes in tourist motivation and behaviour

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
VER).

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 areunionora
wedding, or a regular trip made every year.

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 @ Listentoalecture extract and label the percentages
for each category.

a Reasons
for travel

b Money
spent on
travel

Leisure tourism

. Business tourism

Visiting friends and relatives

. Other

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

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

A B

1 Sightseeing

a Along hard walk lasting several days
or weeks, usually in the mountains

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

2 Tradefair

3 Study tour c Visiting the famous places in a city

ortown

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

e Religious or artistic celebration that
comes at the same time every year

f Large official meeting, often lasting
several days, for members of an
organization or company to discuss
subjects related to their work

4 Trek

5 Conference

6 Wedding

7 Pilgrimage

g Large exhibition and meeting for
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 Triptoacountryoranareathat
includes visits, lectures, and classes

8 Day trip

9 Festival

10 Weekend j Journey or holiday given to a worker
break or group of workers as a reward for
good work

11 Familiarization k Traveltoanimportant religious
(or‘fam’) trip place

12 Incentive I Ceremony where two people get
tour married

2 Whatis the purpose of each of the travel activities:
leisure, business, or VFR?

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

Listening
Passenger survey

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

Argentina Italy Mecca
Bangkok London New York
Edinburgh Madrid Pakistan

2 (i Listen to the conversations at an international

airport. Where are the travellers going?

3 ( Listen again. Complete the information in the table.

Where from? Destination Purpose Length of stay

4

4 @) Listen to the first two conversations again and

complete the sentences.

1 We're collectinginformation__ us
monitor passenger movements.

2 We're going there the Holy Shrine of the

Prophet Mohammed.

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

4 Thave tohave my phoneon there'sa

problem at the office.
5 Areyoutravelling ___ trip?



The world’s biggest attraction?
The Hajj is the Islamic pilgrimage
to the holy city of Mecca.There are
an estimated 1.3 billion Muslimsin
the world, and during the Hajj, the
city of Mecca must cope with as
many as 4 million pilgrims.
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e Language spot
Talking about reason

1 Matchthe questions in A with the answers in B.

A B

1 Canlaskyou afew questions?

a Foraweekorso.

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

3 Whatis the purpose of your visit? ¢ Certainly.

d Yes,wewantto
go to Scotland.

4 Why are you visiting
London?

5 How longare you planning e Forastudytour.

tostay?

6 What's the reason foryourtrip?  f Bangkok.

7 Whydon't you check? g It's my brother’s

wedding.

8 Doyou have anyotherreasons  h Business.

to be here?

2 Which of the questions are asking about reason?

3 Linkthese sentences with to, for, 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 TI'vegotanopenreturn they ask me to
stay on.

3 Wehad to fly to Madrid there 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.

1 We're going to Amsterdam visitmy

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 I think I'll

phone the hotel we're late.

4 We're going toRome we want to see the

Coliseum.

5 I'mgoingbacktomyolduniversity ________a
special reunion.I've just bought a video camera
take a film of everyone.
6 Usetheinformation in the chart in Listening 3 to role-
play the four dialogues with a partner.
» Goto Grammar reference p.121

Pronunciation

1 ¢ Listen tothe underlined part of each country. Are
they the same?

Russia China Germany

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

3 () Listen tothe part of these words in bold , then write
the word in the correct column.

brochure destination package
change English passenger
chart Egypt pilgrimage
check-in expression religious
cultural language

Russia /{/ China /t)/ Germany 'd3

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

John Muhoho

Director, CKC Tours and Travel, Nairobi

Where in the world? 2 What does he enjoy about his job?
1 What do youknow about Kenya? What type of holiday 3 How much of his business comes from the Internet?
activities does it provide? 4 Which of these holiday activities does he mention?

2 What reasons would a tourist give for choosing Kenya be?‘:h _ saffiri culture
as a holiday destination? swruning eating out golf
shark-fishing  hiking camelrides
. = sailing mountain climbing
Listeni ng 2 Discuss these questions.
Interview with a Kenyan tour operator 1 What type of tourists do you think are motivated to
1 () Listen to the interview with John Muhoho. gotokenyatl
Complete the information and answer the questions. 2 How is their motivation different from the tourists
to your country?
1
Profile

John Muhoho




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

According to the WTO, tourist
arrivals in Southern Africa will
grow by 300% between 2000
and 2020. In East Africa they
will grow by 170%.

South Africa is the most

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 Whatdo 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.

popular destination in the
African continent with 22% of
all international arrivals.
Little-known African countries
like Ghana and Cape Verde are
predicted to be popular tourist
destinations in the future.

3 Useinformation from the text to cornplete these tables.

Old tourism

In Africa

New tourism

1 What do tourists
want todo?

2 What do tourists
want to eat?

3 Where do tourists stay?

4 Who are the tourism

high-rise package long-haul independent
concrete authentic fly-drive ecotourism employees?
2 Read the article to check your answers.
In general Old tourism New tourism

Inthe1g80s
and early1990s, when Africans first realised
that tourism could be a way out of their
poverty, they built very large concrete hotels
on the beaches of Kenya, South Africa, and
other countries. For a time the charter
flights poured in from Germany and Italy.
The tourists hoped to see lions, but also
wanted to lie by the pool and to eat food
from their own country and enjoy the other
comforts of home.The revenue from
tourism rose sharply, but most of it went to
international tour operators.

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

1 Types of holiday

2 Length of holiday

on holiday

4 Destinations

3 Types of activities

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

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

adventure, activity, and authenticity
Adventure travel, ecotour

tours, and sports vacatic

people to more exoticd
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e Language spot
Describing trends

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

a current trend?
a past trend?
atrend from the past to the present?

The revenue from tourism rose sharply.

o W=

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

2 Which tense is used in each sentence?

3 Canyou find any other examples of current trends in
the text?

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

rise
decrease
grow
increase
fall

drop

5 Putthese adverbs in order - from small change to big
change.

dramatically
gradually

steadily

sharply

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

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

package holidays 2 weekend city breaks

i

=)

3

long-haul flights 4 beachholidays

o

5

online holiday bookings = 6 High Street travel agents

» Go to Grammar reference p.121

Find out

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

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

How can you find out? Who can you ask?

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

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

Wiriting
Your country or region

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

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

| can talk about purpose and reason

I can understand a simple passenger survey

| can describe past and current trends in

speaking tourism and tourist motivation
Changes in tourist motivation | can read articles about 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.110. Student B, look at p.116. Key words
1 Find out what, if anything, your survey says about Specialist industry terms
1 themainreason for holiday travel busines‘s tourism
2 attitudes tofood and eating ecotourism
3 the importance of having fun fam trip (familiarization trip)
4 theimportance of weather and nature e ntive tf—"Uf
5 wanting new experiences leisu e t_O_U il )
6 meeting people and being with people. VER (visiting friends and relatives)
2 Tell your partner and compare answers. Nouns
concrete
3 Look atthe two surveys together. Can you identify any corderence
trends in tourist motivation? day trip

fly-drive holiday

Customer care S
pilgrimage
‘We know what youwant...’ safari
p A study tour
trade fair
trek
trend
wedding
weekend break
Adjectives
authentic
_ high-rise
EVEN IFF You DON'T KNCW long-haul
YOURSELF/ < Tl
Staff working in tourism must be able to understand _
the different reasons why tourists have come on Next stop
holiday. It is important to get to know your customers.
Find out why they've come on holiday, what they want 1 How did you book your last holiday?
to do,and then help them to achieve their dreams. 2 Think of atravel agency you know. What kind

Tourism Training Journal of holidays do they specialize in?

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

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

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

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

3 Whatkind of holidays do these two travel agencies travel agent make money from?

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

Brochures for tour operators

Coach tours and trips

Foreign currency and traveller’s cheques
Hotel bookings

Package holidays

Train tickets

Transport information

Travel insurance

O 00 ~I g W bs w o =

=
o

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

—




in this unit
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® services and products offered by travel agencies
® the stages of the sales process

® dealing with new customers

@ suggestions and advice

L
Reading
The sales process
Read the article.

1 Inwhich stage does a sales consultant do most of

the talking?

3 Canyou think of any other ways of raising customer

awareness?

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

5 Features,advantages, or benefits—which is the

hardest for a sales consultant toexplaintoa

customer?

2 Inwhichstage does a sales consultant have to listen

most carefully?

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

Stage 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.

Stage 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

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

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

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

5 closin
the salg 6 af':er-.sales
service
1 raising
awareness
4 presenting 2 establishing
products rapport

3 investigating
needs

Stage 3

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
has, such as the hotel facilities, transfers
from the airport, excursions, etc.

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

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

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

Stage 3

When the customer returns to your
agency ...




38 Units

Vocabulary

Sales terms

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

1 aperson who gives information or advice in
business

2 auseful, positive effect that something has

3 knowing about something and probably being
interested init

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

5 tospend time looking at something without a clear

idea of what you want I.istening

6 tosucceed in making somebody believe something

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

1 ) Karl and Anita want to go to Australia. They gotoa
travel agent’s for advice. Listen to their conversation

1 Agood______doesnot necessarily know the and answer the questions.

1 Which two stages of the sales process do you hear?

2 Does the sales consultant finish the second stage?

3 Complete the sentences using the words in the list.

answers to every question, but does know where to

find the answer.
2 (y Listen again and write T (true) or F (false).
2 Advertson TV and in magazines are used to create

Karl and Anita want
ok atelpdcs. to travel around Australia with their daughter
3 The________ ofusingatravel agentis that they a package holiday for the three of them

1
2
: 3 toflytoAdelaide
can helpyou to SEAEE I 4 to tr};vel out to Australia in July
5 tostay forlonger than three weeks
6

to stay in Melbourne for twelve hours,

4 Themain____ oflearning Englishis that

most people in tourism speak it.
3 Do you think the sales consultant did her job well in

5 Therei chinformation t
1S somuchin . these stages? Why / Why not?

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

e Language spot

4 Use your dictionary. Find three more terms in the P
. s ‘Open’ and ‘closed’ questions

article. For each one write out the definition from your

dictionary. Ask your partner to find the word in the 1 () Listen again and complete the following questions.
article.
1 Canl____ you?
2 Wereyou________abouta__?
3 Whereis__________daughter,bythe___ ?
4 When_________didyouwantto_____ ?



Travel sales commissions
Travel agencies receive
commission for the sale of
different products. For package

Travel agencies 39

*

Commission on i tickst sales
used to be around 8% but s
now usually 0%, so the traws!
agency charges the customes

holidays this is usually 10%,for ~ for this sale instead.
traveller's cheques 1% and for

travel insurance 35-40%.

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

3 How would you answer the other two questions?

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

5 Convert the following closed questions into open ones.

Do you want to be in Australia for a month?
Are you interested in visiting Sydney?

Do you want to stay in hotels?

Are you travelling in a group?

Canyou go in the autumn?

Are you willing to pay a lot of money?

7 Doyougothere every day?

fo LT Y S PL I S T

» Goto Grammar reference p.122

Speaking
Investigating a client’s needs

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

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

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

Customer care
Identifying needs

Customer: An individual with a unique set of
characteristics who buys or uses tourism products and
services. Customers have very different needs anditis 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?

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

TRAVELWELL TOURS
Initial Enquiry Form
Customer name
Booked before with TT? ~ Yes / No

Contact telephone / fax / email:

Holiday type:  Adventure / Beach / Cruise / Family /
Historic / Nightlife / Tour

Dates: Departure Return

Size of party:

Type of party: Married couple / Family / Friends / Other

Accommodation preferences:
Meal preferences:
Needs / Interests:

Other requirements / useful details:
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It’s my job

Michaela Cambelova

4 ¥ LS o

d

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

Q What skills does a good sales
consultant need?

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

L ]
Find out
Title: Travel agency quality assessment

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

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

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

manner.

ertlng Result: Write one or two sentences describing and
Areport on a travel agency evaluating the_result,
Write up your experience at the local travel agency as a Grade: Give each feature a mark from 0 (minimum)

report. Use the following structure

Q
A

» O

Why do you need psychology?
You've got to know when a customer
is ready for your help,when they
need more time,orwhen they're
ready to buy.

And knowledge of the product?

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

What do you mean?

Well,it's not the same talking about
aplaceinabrochure as talking
about a place you've been to,or that
aclient has told you about.You're
only as good as the information
you've got, so you need to read,to

travel,and to keep in touch with your
clients.

Q What about the Internet for
information?

A It's reallyimportant. But you've got
to find information quickly and
efficiently. There's somuch on the
Internet that if your reading skills
are poor you'll need all day to
examine each site. And you haven't
got all day.

to 5 (maximum)

Window O
Manner 0O

Interior O
Result O

Greeting O
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Where do visitors to Australia come from?

1 New Zealand 6 Korea
2 Japan 7 China
3 UK 8 Malaysia
4 USA 9 Germany
5 Singapore 10 HongKong
Li stening 3 )y Listen again and complete the sentences.

1 ...they have two in Australia that you

Presenting a product eHiFEsBoGE, T

AUSEFALIA « EOUT!

TOUR NAME # OF DAYS DESTINATION
200000000000 0000 0000000000000 0RGS

All Australia

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

3 Wellthen, why don’t you
the Australia’s Best tour?

e Language spot
Suggestions and advice

Park —Cairns —Great Barrier Reef — 1
Brishane— Sydney

Match the expressions for advice on the left with
possible continuations on the right.

Australia’s Best 3 Melbourne — Alice Springs — Uluru 1 Inmyopinion, you & Td ook theintermt
(Ayers Rock)—The Olgas — Cairns — should...
Great Ba rner. Reef —Kuranda Scenic 2 Have you thought b istolookon the Internet.
Railway — Brishane—Sydney A

East Coast Highlights . Melbourne—Cairns—Kuranda Scenic 3 Howabout... ¢ lookonthe Internet?
Railway — Great Barrier Reef — 4 Hlwereyou... d look onthe Internet.
Sydney 5 Whydon'tyou... e looking on the Internet?

Reef and Rainforest 7 Cairns — Great Barrier Reef — 6 Yourbestoption... f thelnternet?

Daintree National Park — Dunk Island 2

Now do the same with these expressions.
—Kuranda

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

- ines — Macdonnell Ranges —
B Red Centre and the West  § Alice Springs—M c fonnel '{!1gr S 5 Bovrshont. b aiohestil
The Olgas —Uluru (Ayers Rock) — _
Kalgoorlie—Perth— the Pinnacles 3 HIwereyou... ¢ ...takingthe coachto
the airport?
4 Whydon'tyou... d ...takealookatthese
brochures?
1 ) Listentothe travel agent presenting two products 114 ,
o Kar A Atitta 5 Inmy opinion,you e ...I'daskatravelagent
| ’ should...
| 1 Which place does Karl want to visit? ; -
2 Which place does Anita want to visit? 8 Tauphestophen.. f &Z’f‘@ overigutess
| 3 Which two tours does the travel agent recommend? i
2 ( Listen again. For each of the two tours 3 Work in groups of four.
recommended, note down Each person should think of two travel decisions 2
1 thelength of the tour visitor to your country or region might want advice on.
2 thetypes of transport each tour uses Take turns to ask your partners for advice. X

3 the accommodation and meals included.
Give marks (a) for each different advice expression
used correctly, and (b) for each original piece of adwice

; =
given. '

» GotoGrammar reference p. 122
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Pronunciation

1 (9 Listentothe letters of the alphabet and their
pronunciation. Write them in the right column,

Pronunciation

lex/ /i) el a1/ _laul_ fa:/ fa:f-

a b £ i o q r

2 Practise saying the letters column by column,
3 Saythealphabet.

Speaking

Suggesting alternatives and making a
recommendation

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

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

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

benefit (v) to produce a good or myth (n) an idea or stary which
useful effect many people believe but that
career () the series of jobs that does not exist oris false

sb hasin a particularareaof work  value (n) sth that is well worth
expertise (n) a high level of the money it costs

special knowledge or skill

Reading
The impact of the Internet

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

1 Here are five popular myths about travel agencies.

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

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

MIRAZE

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 will replace the need for travel agents.

When it comes to booking travel, travel agents are
experienced professionals. Travel agents sell

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

» - ¢
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Checklist

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

3 travel 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?

2 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 Internetis 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 benefit
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
o be a professional travel agent.

I can investigate a client’s holiday needs

| can make suggestions and give advice toa
new customer

| can make a report on travel agency quality
and features

I can pronounce the letters of the alphabet
and spell aloud

I can understand texts about travel agency
work today

Key words

Nouns

advantage product

advice rapport
awareness requirement
benefit sales consultant
contact details sales process
feature travel insurance
foreign currency visa

initial enquiry form

Adjectives
skilled

Verbs

browse

convince

establish (rapport)

investigate (needs, requirements)
present (a product)

raise (customer awareness)

(SN ESSNRRE
Next stop

How do you prefer to travel - by car, by coach,
by train, by boat,...? Why?

What was the most uncomfortable journey
you have ever made? Tell your partner.

If you could travel around the world, but you
couldn’t fly, how would you go?
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6 Transport in tourism

Take off Vocabulary

1 Lookat the map below. Which countries does each Transport words

route pass through?
1 Use words from the table to complete the text on

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

3 Whichroute would you prefer to take? Why? What would
you hope to do and see? Exchange ideas with a partner.

Method of travel ~ Journeytypes  Transport types Places and features  Tourism professionals
A Air flight airplane / jet airport pilot
\rib (long-haul) light aircraft terminal flight attendant
(short-haul) helicopter runway
B Water cruise cruise ship port steward
crossing liner harbour purser
ferry cabin
hovercraft pier
hydrofoil |
= |
E:Eﬁ Land ride train station guard
oo journey coach carriage driver
drive bus terminus conductor

tour car motorway tour guide
motorbike track
bicycle

b “"--..'{-n-.-'-v-"'_‘_- i
NORTH ATLANTIC

SOUTH ATLANTIC
OCEAN
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In this unit

® types of transport and journeys
@ describing transport

@ comparing types of transport
@ describing timetables

L7 o7 e BT T Ao il VAT i e e e e S S R R L " e wm
Inside tourism: transport for tourism

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

Air travel usually meansashort-haulor 2
international ___3,operating from large

4, which in big cities often have more than
one ___Sbuilding. But in some more remote
places there may be little more than a small airstrip
withonlyonesimple___________ ¢for planestoland
and take off. At some tourist destinations air transport

may include short transfers or sightseeing trips by
7

Journeysonwatercanincludeluxury 8,
which take tourists on all-inclusive holidays of three
days or more, visiting a number of different locations.
Passengerssleepin____ ° and have a fullrange
of services on board. They are looked after by a team of

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

the previous units.

Which sections would you put these words in?

taxi marina

ticket collector jeep

hire car service station
captain scenic route
freeway shuttle

yacht tunnel

4 How do tourists use the different types of transport?

Put the journey and transport types (from columns 1
and 2 of the table) into the categories below.

1 toandfrom destination only (e.g. international
flight)

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

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

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

Wwitha  Yinoverall chargeof
touristservices.Ferry M are usually much
shorter journeys connecting two points of land or
going between islands. The ferries will stop at a large

Borasmall 1

Land travel is probably the most diverse category. It
includesrail journeysby 15 departing from
alsrge ®andstoppingat_______ Yen
route.Passengerssitinseparate_ 1®or
coaches. The most common form of transport by road
for tourists, if they don't have their own car, are also
called_ 19 These vehicles can either travel
fromcity tocityalongfast________ 29 (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
therewillbea_ 2totell the passengers
about the sights.

Find out

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

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

Your country: Prediction  Actual

No.of city / town bus stations

No. of city / town train stations

No.of passengerairports

No. of kilometres of road

No. of kilometres of rail tracks

No.of flights per day
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Transport in the USA

Number of cities or towns served

by different transport types

Percentage of person-trips
(intercity)

Bus stations 4,200 Car 80%
Train stations 600 Air 7%
Airports 750 Train 1%
Bus (BrE = coach) 1%
[ ] L]
Pronunciation

1 ) Look at the words about transport. Listen to their

pronunciation. Write three words in each column,

clean ferry leisure safe train
easy jet plane scenic
ten/e/ see /1:/ day /et/

Which column has the shortest vowel sounds?

3 Practise the words. Remember to make them short /

long as appropriate.

» Now do the same with these words, Listen and
write them in the right column.

car drive guard harbour track
craft fast guide ride

hat /&/ arm/a:/ five /a1 /
Vocabulary

Adjectives describing transport

Find pairs of opposites from the adjectives in the list.

boring exciting

cheap expensive
clean fast
comfortable punctual
crowded quiet
dangerous safe

difficult slow

dirty uncomfortable
easy unpunctual

3 Inpairs, compare the following.

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

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

e Language spot
Comparing things

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

1 Trainsare than buses, but planes are the
2 The way to buy a ticket is to go online.
3 It's totravel first class than economy.
4 Helicopters aren'tas as jet planes.
5 Travelling by bus is usually less than
travelling by train.
2 What are the rules for comparing adjectives? Complete
the table.
Adjectives Example Comparing Comparing
two things more than
two things
Onesyllable cheap Xischeaper Zisthe
thanYor Yisn't cheapest
ascheapasX
Twosyllables easy
endinginy
Twoormore comfortable
syllables
Irregular good

adjectives bad

1 ferries /cruise ships

2 trains/coaches/ cars

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

» Go to Grammar reference p.122
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Thereare 4 Million miles
(6.4 million kilometres) of road, 51,000 of

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

There are approximately 2 5, 000 fl |g htsa day.

Speaking

What is most important for tourists when

travelling?

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

At the airport Onatrain On along coach journey On a four-hour ferry crossing
Quick check-in Punctuality Awindow seat A private cabin
Good restaurants I_nt_eresting passengers On-board toi.lets Opportunity to buy
totalkto tax-free goods
Thorough security check Com_fortable seats Safe driver Calmsea
2 Discuss which you think are the most important Listenin g

features for a tourist on each journey. Put them in order.

Comfort is more important than

Customer care

Exceeding expectations

In tourism the most important
expectations, but to exceed them.

Do you agree?

thingis not just to meet

Hours of operation:

Transport systems and cable cars in
3 Compare your ideas with other groups. Give San Francisco
arguments why you think your order is correct.
The most important thing on a coach journey is...
because...

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

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

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

2 Complete the information sheet on cable cars.

FACT SHEET fistinvoduimdsten —

Number of lines:

Days of operation:

Hotels try to exceed expectations in many ways. How

can we exceed expectations in the transport sector?
Think about the different transport types —air,sea / Board at:

river, rail, and road.

Cost of single journey:
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Amtrak has ©8 j 000 passengers per day,
whichmeans 25 million passengers per year.

Amtrak was established in 1971 with 2 5 employees;
it now has 2 2 . O O O across the USA.

Reading

San Francisco transport timetables Services between downtown Suf égnzl;anm b:
and schedules SFO (San Francisco International jlill'p«:rt)w A
Look at the three timetables for (a) trips to Trains C_iepﬂﬂ every 15 to 20 minutes

Alcatraz and Muir Woods, (b) BART trains to approximately 30 minutes. “adyke

and from San Francisco airport, and (c) I :

Calicia

: L Powel] St Fgwdu S
and San Francisco. 2 wellSt  SFO
Weekdays First -4=510m 4:39

3] 4:57am 5
= BLUE AND GoUD TOURS train $57am 527 am

Qiraz,

Amtrak train services between Los Angeles &‘0

1Sipm |2 T
frain Pm 1220am  104am  1:34qm

Visit the fomous island prison of Ale
only accessible by ferry

suh.u‘dqy First &95 —— :
Uoam 6: B
FISHERMAN'S WHARF, PIER A1 (DR train Mam  GS8Em 7.04 o,
Alcatraz T

Depart . [ :
Pier 41 . Last e e s =y
D.Pdl rt 1215 pen 9:50 am 1 -L;Pm train ll‘sl‘m 12:20 am Imm 1:34 o
Qg?;m 12:45 pm 10:35 am 1"1’5?’“ s—-———_,__ h :
10;15 am g } 2:15 pm und iret . I ————
11:10am ay First P
: 1:15 pm ! 805am 834 P -
10:45 am 1S I;n\ 11:45 am 2:45 pm : ks : am 8:29am 9:04 am
! llzlium 2'_15 pm 12:15am :;iig?'“ ___‘__La—Sl—_T—ﬂ-——hh_
11:45am : .45 :50 pm HSlpm 122 1:04 cxr b=
Notes: e
f) is available for Bicycles are not allowed di
. lainable Easy Access Tronspor i uring rush hoyrs
“:“l'i.u:i?:rsl:::{i:::ors with a mobility need who are el ok g{::cﬁ?ngis available at most BART stations
aic ” ares i
:'p o quorter-mile, 12% grode hill. —————— avallable o seniors and people with disabilities

g [0 [nlrek{reinsaroiees

land. =t Detween Los Angeles and San Fra

No bicycles or scooters allowed on isiai i gl
F . ;ﬁ_i;e_hc_u;m: Tours: Mo service Christmos Day [Dec 25) or

or

NewYearsDayfonl VY h

— e s: No service Thanksgiving Day [Nov 25}, ngeles Dep 1:288

7:45a 10:45a 1:15p

For Evening Alcatraz Tour : Bakersfield Arr 4:40 : !

Christmas Day (Dec 25’_} ETiEiECiiﬁ‘f_uﬂﬂ_____ — g " 10:00a | 1:00p 3:30p
e s = = =
Searhehbu%ousredwood*feem"'d | Aoy #¥713 #715 #717
walk the coastal trails Bakersfiold Oep | 4:55a | 10:15a | 1:15p | 3:.45p

Fresno Arr 6:463 ]

- +4b2 12:16p @ 3:16 .
SN’S WHARF, PIER 41 (DAILY) . Fresno D 6:50a s
FISHERM ep | 6:50a 12:20p | 3:20p 5:50p
015am 2:15pm E LR Stockton Arr | 8:54a | 2:26p | 5:26p | s:01p

e 4o bus shuttle or the option fo return Stockton B8, _
MuirwoodsPuckugemdudem”“j':g_bomimminhm I Dep | 8:58a | 2:30p | 5:30p 8:05p

to Pier 41 via the Sausalito Pery on® 2=~ ——__—————— Emeryville | A | 20:43a [ 4:13p | 7:13p | 9:a8

Total tour length approximately 3.5 hours ——
i ther: wi
inclemant weather: ‘
M oo o "D‘ﬂhe:dfﬁ: t-éu:r]\r.r'iulg:eenc;::gs. allowed. No bicycles or Emeryville Dep 0875 | 412 ncd o
gt nniw ey San Francisco | Agr 11:20a
scooters allowed.

*No service Christmas Day {Dec 25) L2

4:50p 7:40p 10:15p




1 Which trip (or trips)

is by ferry?

runs every day?

involves more than one form of transport?

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

does not allow bicycles?

does not operate in bad weather?

allows dogs?

O 00 ~1 YV B W

i
o

2 Match the two halves of these exchanges.

1 Wheredoestheferry a Itleavesat2.15.

for Alcatraz leave from?

2 Canltakemybicycle b Ittakesaboutzominutes.
on the ferry?

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

4 Whenisthelast d Itdepartsfrom Pier 4l
ferry back?

5 How long does the e Theyleave approximately
ferry take? every 30 minutes.

-

e Language spot

Describing a timetable

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

Present Simple
The train leaves at 9.15a.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.

Canyou find other examples of these language areas in
the listening on cable cars? Look at the listening script
onp.13L

iransportintourism &3

2 Complete this paragraph giving recorded information

on the Alcatraz ferry service.

Ferries for Alcatraz 1 approximately
230 minutes. The first ferry 3
4Pier41 __59:30a.m,andthelast
ferryis 6
throughouttheday.Thelastferry 8 Alcatraz

7. Return ferries run

. 10p m. Services are n

except for Christmas Day and New Year's Day. You
12 take bicycles or scooters on to the island.

» Goto Grammar reference p.122

Speaking
Timetable information

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

Think of questions you can ask a travel information
officer about

o times and frequency ¢ facilities (e.g.for
o first and last services disabled people)
@ routes @ bicycles, etc.

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

Return to your groups and compare answers.

Writing
Transport and timetable information

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

» Ageneral introduction to transport services

® Getting to and from the nearest airport

o Abrief description of each of the different types of
transport, including advantages, frequency, hoursof
operation, and any restrictions and regulations
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Where in the world?

1 Look at the picture of a modern cruise ship. Find

1
2
3
4
5
Atlantic Blue
youth area
Jogging
track

five places where passengers can eat or drink
four sporting activities passengers can do
three places that are suitable for children
two places where passengers can dance

one place where you would most like to be.

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

3 Inwhich of the facilities would you most like to work?

4 Inwhich of the facilities would you least like to work?

Sundaes ice
cream bar Rock climbing
Pacific Blue wall
Marco Polo spa Atlantic Blue
Italian swimming pools and
restaurant water slides
Cyber cafe
Sports court

Boutiques Champagne

(duty-free bar Pools and

shopping) whirlpool ‘

Solarium

Casino Royale

playroom

Kiddies'

Pacific Blue
fitness
centre

Flinders

dining room

Captain Cook's
dining room

Hit the Decks
nightclub



Transport in tourism 51

ﬁ

Checklist

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

| can discuss and compare different types of

transport
— | can discuss customer preferences when
Listeni travelling
s
ening I can understand and describe timetables
A cruise ship worker
1 Workin pairs. Discuss the questions. [

1 What do you think it is like to work on a cruise ship? l(ey words
2 What would the living conditions and hours be like? Type of transport Jobs in transport
3 What do you think are the advantages and cablecar conductor

disadvantages of working on a cruise ship? cruise ship guard

2 (y Listen to Steve Fairclough from Manchester and ;eny f PuSLE »
answer the questions. i i sttewar
) S i jeep ticket collector

1 What jobs and training did he have before working shuttle

on a cruise ship? yacht
2 Apart from a letter, what two things did he send i

when he applied for a job? LT

_ e . ) cabin runway

3 Where did he join his first cruise ship? carriage service station
4 What does he say are the disadvantages of the job? marina terminal

What are the advantages? motorway (AmE = freeway) terminus

pier track
19th Hole
The Greens golf golf bar
course ‘
|
i ‘ Sparkles dancing _ Theatre Next stop
lounge 1 Have you ever stayed in a hotel or other form

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

2 What do you think are the best
¢ and worst jobs in a hotel?

Trade Winds

piano bar Amerigo's

fast food
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F
Writing bank

1Personal
statement

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

Name: Gabriela Cometa

potential employers, together !aminterestgdin.togrism because itisajexciting | Describing general
witha CV. ind uslttry a:hd it wnllg{we me the opportunity to Sitaruets
travel to other countries.
1 Readthe personal statement for ; o -
Gabridla Cortiets. The sector of tourism | wa r‘1t to wor‘kln is Describing specific
| Whicheftheseipbedsyoativnk accommodation and catering, particularly child T interests
O O T A care and entertainment. -
hotel receptionist My skills and qualities include the following:1 am
PR e very friendly, hardworking, and creative. | am good . _
flight attendant at looking after children and | enjoy working with | DEST}:P'”_E skills and
tour guide people.lam willing to work long hours. | am quite quaNtcaions
nanny good at languages. My English is intermediate
2 Which of her skills and qualities level,and | also speak a little French. |
will be most useful for this job? | have had some training and experience in ] Describing
: tourism already. This includes an initial tourism —— experience and
2 Write a personal statement for training certificate, and experience with child care. training

yourself.

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

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

My skills and qualities include the following:

—

Describing language
ability

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

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



2 Letter of
application
1 Readthe letter of application.

1 What jobis she hoping to find?

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

2 Look at the extracts from a summer
jobs book below. Prepare aletter of

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

EAC Activity Camps
59 George Street, Edinburgh EH2 2L.Q

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.

Butlins Skyline Bognor Regis
Bognor Regis, West Sussex PO2111)

Summer staff required for variety of

| positionsin following departments:
Guest Catering, Accommodation, Sports
and Leisure, Security, Retail, Nursery,
Entertainments, Funfair, Administration,
Lifeguards. Competitive rates of pay and
benefits. Training available.
Accommodation available.

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

Suffolk NR3 7JN

UK

15 April 2006

Dear Siror Madam

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

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

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

I look forward to hearing from you.
Yours faithfully

Gabriela Cometa

Address of company Your name and address

you are writing to
Date

Dear Sir or Madam

lam writing to ...

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

A highly-focused company concentrating on two growth markets —
hotels and health and fitness. Vacancies for Waiting Staif, Room
Attendants, Porters, Bar Staff, Commis Chefs, and Casual Bangueting
Staff. Must be over eighteen and available to work for @ minimum of
four weeks between May and October. Overseas applicants who
speak English and are eligible to work in the UK may apply.
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3 Email to a client CO X

1 Lookatthe email From: | | MURAKAMI, Hiromi <murakamih@osakatravel.com>

1 Whoisitfrom, whois it for,and To: | [ Abdhol Kaboodvand <kaboodvandabd3@hotmail.com>
what is it about?

_ o Ce | [TAJINO <tajino@osakatravel.com>

2 Whereis the client travelling to, o Bubict . - .
andwhenwil s chent get ubject: | URGENT: Flight details Tokyo to Lima
back home?

3 What three things does the ® Dear Mr Kaboodvand 4
client havetodo nowm @ Following your instructions in our telephone conversation of this morning,
response to the email? | have made enquiries about your flights details. These are:

2 MrKaboodvand has replied saying Outward journey (14th, December)
that he cannot leave Lima until ® JL5016

Wednesday morning. There's a Dep: Tokyo Narita (NRT) 17:25h

flight at 14.30h on the Wednesday.

Email him to ask him to confirm At Les Angeier |l An) 10000

that this flight is OK for him. Code Share Flight with AA (American Airlines)
Remind him that he still has not AABO1

told you if he wants a paper ticket Dep: Los Angeles (LAX) 12:30h

or an electronic one.

Arr: Lima (LIM) 23:50h
Return journey (Tuesday 19th December)

Send a copy of emails to people

who should know about the
content.

Make sure the subject line
describes the content of the email
clearly.

Do not address a client with
informal greetings like ‘Hi’or
‘Hello. Use ‘'Dear’.

AAQ48

Dep: Lima (LIM) 00:15h

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

JL5011

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

Arr: Tokyo Narita (NRT) 14:40n (Arr next day)
Code Share Flight with AA (American Airlines).

Always refer to previous
communication with the client.

Organize your text so that it is
easy toread. Leave blank lines
between different parts of your
message.

If the client has to respond to your
email, tell him / her what you
want them to doclearly. |f there is
a time limit for their response,
make this clear to the client, or
put the word URGENT in the
subject line.

@ | have reserved a seat in your name, but | need to confirm this within the
next 48 hours. To make the confirmation | will need your full name and
your passport number.

| also need to know if you are happy with an electronic ticket, or if you
want me to issue a paper ticket.

| look forward to hearing from you.

—|® Yours sincerely

Hiromi Murakami
Assistant to Sumire Tajino, Managing Director

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

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

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

Imagine you work in Travelweb.
You have just been talking on the
phone to 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
cando tohelp Dr Leshem, and he
will have to buy a new ticket.
However, you have friend at KLM,
the company that issued the
ticket, and you want to ring her
and try to get her to help you.
Email your boss, Elaine, and ask
her permission.

I ;¢

Erom: | rCathie Bailey <cbailey@travelweb.com>
To: | | Elaine Watts <ewatts@travelweb.com>

Cc: | |

Subject: | Accommodation in Hanoi for Professor Jacoby

Dear Elaine

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

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

Also, would you prefer me to book Professor Jacoby into the alternative
hotel for the whole of her stay, or just for those first two nights?

Alternatively, | have a friend who knows the city very well. Would you give
me permission to get a recommendation for a good hotel from him?

Many thanks
Cathie
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5Emailtoa =
Coueague at work From: | lCathie Bailey <cbailey@travelweb.com>
Cathie wrote to her friend who Tot | [Russell Carter <russcart@ auslands.de>
works in another travel agency. Ce: | ,
1 Read Cathie’s email. How can you Subject: | Accommaodation in Hanoi for Travelweb VIP
tell that Russell is a friend and not
a superior? a
2 Imagine you are Russell. Write HiRussal
back to Cathie and recommend How are things? Busy as always | guess!
the Lucky Plaza Hotel. Choose four Russell, I've got a small problem at work and | thought you might be able
or five pieces of information from to help. We've got a VIP that we usually book into the Guoman in Hanoi,
the web page to describe the key but it's fully booked right now and so I'm looking for an alternative. You
features of the hotel. 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?)
hd

HANOI - VIETNAM

Description

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

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

50 rooms and suites equipped with AC, satellite TV, in-house
movie,
IDD phone, mini-bar, music system, and executive desk.

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

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

Room Single Double
Deluxe US$45 US$55
Suite US$55 US$65

Restaurants and other services:

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

% Internet, email service available.
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1 —
]
6 Fax
FAX COVER SHEET GLOBE TRAVEL
J 1 Sometimes a fax can be more 23, Cotteridge Lane
: useful than email. Read the fax Birmingham B12 2HX
and answer the questions, Tel: 0121-485-1478
1 Whoisitfrom and who s it to? Fax: 0121-485-1480

2 Where do these people work?
3 Why do they know each other? To: Clobe Trave!, She£field Main O£ Lice

4 Why has a fax been used? From: Savita Kumar
2 You work for Globe Travel in Attention of: Awna Hudson
Birmingham. You need to send a Date: 25 Nov Ob

map of the location of his hotel to

Mr Stuart Hosfield, a client. You are Faxnumber: Oll4 Z36 Z&88
also going to send him a copy of Phone number: 0|4 236 2689
his hotel voucher, and you need
him to tell you if he wants a
smoking or a non-smoking room Comments:
inthe hotel. Prepare a fax cover
sheet. Mr Hosfield's fax and phone

numbers are 0121456 1784 and Here are +he three pages of the Edwards brochure that
BLALASaLI50. You needed. | 4ried Scanning them 4o you but i+ didn’+ work.
There are still Some +hings where good old Laxes are better

Total pages, including cover sheet: 4

Anna

+han email/

Will send 2 or 3 £ull brochures 4o you asap.
Best

Savita




7 Messages and
memos

Read these messages.
1 Whichoneis

a atextmessage froma
mobile phone?

b atypedinternalmemo?

¢ ahandwritten telephone
message?

2 Which one has a problem with

a afax?

b adelayed train?

¢ people not checking their
emails?

3 Find abbreviations for

as soon as possible
concerning / about
November

See you

Meeting
Curriculum Vitae,

e ¢ O VI o W )

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 for the 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 Johnneeds Frank's mobile
number immediately.

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

7 You've left your mobile on the
coach. Do you want it brought
over to the office?

& AT Travel
Memo
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 of tours 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 | sent to all departments
last week, but which | don’t think some of you have looked at.

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

Peter

3
Telephone message
Message 1
For: Greg |
Time: 10:00 Friday TRAIN DELAYED
BEAT MTGS.
Johann phoned. can you call him back CL. SIMON

asap? 1+'s about the ¢V you faxed
over-he can’+ read it.

Taken by: Alex
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Writing bank key

Personal statement (p.52)

1 children’s entertainer or nanny

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

Letter of application (p.53)

1 children’s entertainer or nanny

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

Email to a client (p.54)

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

2 Lima;14.40 on 20 December

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

Possible answers
Dear Mr Kaboodvand

| have found a flight leaving Lima on the

Wednesday at 14.30h.This flight would

get you back to Tokyo early the next day.

The flight details are:

Return journey (Wed 20th Dec) AA950

Dep: Lima (LIM) 14:30h

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

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

Arr: Tokyo Narita (NRT) 02:40h

Code Share Flight with AA (American
Airlines).

I need to confirm this as soon as possible,

so could you let me know if this flight is

OK for you. | alsa need to know if you

want an electronic ticket or a paper one.

| look forward to hearing from you.
Yours sincerely

Email to one of your bosses (p. 55)

Dear Elaine

lam sorry to have to tell you that ...
would you prefer me to...

Would you give me permissionto...
Many thanks

Possible answer
DearElaine

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

not officially accept changes. | know that
DrLeshemis an important clientsolam
not very sure what to do.

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

Many thanks

Email to a colleague at work (p.56)

HiRussell

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

Best

Possible answer

Hi Cathy

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

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

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

Best

Russell

(P.S.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 pagesto
Anna by email.

Possible answer

Dear Mr Hosfield

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

Yours sincerely
Edward Ho

7 Messages and memos (p.58)

1 1 a3 bl c2
2 a2 b3 cl
3 aasap bRe cNov
d CU emtg fcv
Possible answers
1 Memo
From: Jason Masters, manager
To: Alf staff
Date:19 Nov 2006
Re: Staff party

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

(text)
Sorry u can't do lunch. Tmrw 13.00?

(memo)

Memo AT Travel
From: Peter Halford

To: All staff

Date: 19 Nov 2006

Re:Security

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

Telephone message

For: Peter

Time:14.00

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

Taken by: Alex

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

For: Frank

Time14.30

John phoned. He needs your mobile
number asap.

Taken by: Alex

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

Telephone message

For; Jenny

Time:15:00

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

Taken by:Alex
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7 Accommodation

Take off

Make a list of different types of tourist accommodation
in your country.

Which of these have you stayed in?

3 Tell your partners about the best / worst / most

unusual accommodation you have ever stayed in.

Vocabulary
Types of accommodation

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

2 Which of these types of accommodation do you have in
your country?

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

4 Now repeat your discussion, but this time categorize

the different types of accommodation as
1 urbanorrural
2 staticormobile.

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

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

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

4 astudent like you.
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*

In this unit

® types of tourist accommeodation

® hotel services and facilities

® describing location

® taking accommodation enquiries and bookings by phone

Reading
What makes a good hotel?

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

2 Lookat the hotel web pages. Which hotel

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

EL HANA BEACH

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

A comfortable, 3-star hotel situated in a garden of palm trees,
next to the lovely Sousse beach and within walking distance of
the Medina.

T

Accommodation

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

view.

Facilities and Services

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

Ballymaloe

Cork, Ireland

Ballymaloe is a large country house on a 400-acre farm 20

miles east of Cork City, Ireland. The hotel is family run.

Guests enjoy comfortable accommodation and an award-

winning restaurant in pleasant rural surroundings.
Ballymaloe is 5 km from several seaside villages that

Readlisson sasmutet

Nice, France
Discover a new world of sensations at the
French Riviera —stay at the landmark,
Radisson SAS Hotel in Nice where
excellence meets originality in a &
modern ambience. :
The hotel features 33| rooms
and suites decorated in three
imposing and eriginal designs.
With | | excellent meeting
rooms, our hotel can
accommodate 400 in the new
ballroom and 300 for lunch or
dinner on the rooftop terrace.
Ideally located on the famous
Promenade des Anglais between the
romantic old town and the Arenas Business
Park, the Radisson SAS Hotel in Nice is easily
accessible by train, plane, and car. The hotel is a five-minute
drive from Nice International Airport, and a ten-minute walk fron
the train station.

Hotel facilities include an outdoor swimming pool,
golf course, tennis court, woodland walks, andac
play area. There is often live music in the evens
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Worldwide capacity of hotels and similar establishments reached
anestimated totalof 17.4 Million rooms in2001,
almost 5 million more than in1990 (+37%). Expressed in bed-places
the capacity is roughly double, as rooms on average count two bed-

places.
Vocabulary e Language spot
Services and facilities Describing location
1 Matchthese facilities and services with the icons. 1 Lookat these phrases. They say where the El Hana
hotelis.
3] , i
[1] ‘. a air conditioning EXAMPLES
AC i b babysitting in a garden of palm trees
9 @ C Eeau?y pariour next to the lovely Sousse beach
@ e & boutipe within walking distance of the Medina
4 oy e carpark
? ; 16 f conference facilities Find similar phrases for the other two hotels.
‘ ﬁ ze'lfeio; Iteleoh 2 Think of three different hotels in your area. Write a
m i aLRlepans sentence describing the location for each hotel. Call the
? gy]_.’nnasmm hotels Hotel 1, Hotel 2, and Hotel 3.
3 j hairdryer
’,)., s ,)J 5 k internet connection 3 Show your partner your descriptions. Do they know

1 jacuzzi which hotels you are describing?
m laundry service > Go to Grammar reference p.123
n minibar

o outdoor swimming

pool Speaking

ol Giving information about hotels
q radio
r restaurant 1 Work in pairs. Student A, you are a travel agent. Look at
s satellite TV the information on p.111.
ol Student B, you are the client. You want a hotel in
u wake-up call g
Tenerife in the Canary Islands. Telephone your travel
. Vv sauna
A A : agent and ask about
W seaview
- 1 thelocation of your hotel
@ 18 _e° § 2 hotel restaurants
-ﬁ § - 3 facilities and services for your children
4 carrental
. ' 5 night-time entertainment.

122 2 Now change roles. Student B, you are the travel agent.
Look at the information on p.117.

2 Inyour opinion, which are the five most important Student A, you are the client. You want a business hotel

hotel services and facilities in in Frankfurt, Germany. Telephone your travel agent

1 ahotel for business people and conference and ask about

delegates? 1 thelocation of your hotel
2 aholiday hotel complex on the coast? 2 access to the financial district of the city
3 asmallhotelin the countryside? 3 business facilities and services
i 4 access to the airport

3 Explain your choice to your partner. 5 restaurants and bars.
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F

profitable (adj) that makes money
pitch (n) a place to put up a tent

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

-

it’s my job

Celina Alvarez Valle

Campsites are the most economical
form of accommodation,and are

popular wherever the weather is good.

But are they the most relaxing places
towork? And would you fit in well
with a team of campsite workers?
Read on and find out.

Celina and her family run a small

campsite in the Picos de Europa

mountains in northern Spain.

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

A Well,originally we were farmers,
but in 198g some friends
suggested that a campsite would
be a profitable business here.
Tourism was just becoming
popularin the area then.

Q And how many places does the
campsite have now?

Listening
A place to stay

A Right now it's got 140 pitches.

Q How many people is that if the
campsite’s full?

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

Q Sowithacampsite, thereisa
certain amount of seasonality?

A Yes.Here the season forcamping 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 Andwhat dothey doin general?

A let'ssee...cleaning, helpinginthe

1 () Listen to these people asking for accommodation.
Which type of accommodation is each speaker looking for?

Q

restaurant, reception duties, looking
after the shop,and helpingin the
kitchen, of course. Then there'’s the
swimming pool, which also needs
quite careful maintenance. And we
need a person to look after the
washing machines and dryers,and
to clean the washing rooms, the
sinks,and the showers.

When you decide to employ
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 how to work in a team.
That's essential. And no bad habits!
A non-smoker!

Speaker Type

Number / guests

Length of stay

Other details

Richard

Susan

Radka

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

3 () Ifnecessary, listen a third time and note any specific details of each call.
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budget (adj) very cheap

budget (n) a plan of how to spend an
amount of money over a particular period
of time

chic (adj) fashionable and elegant

unrivalled (adj) much better than any
other of the same type

Reading
Accommodation in Scotland

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

1 How many different types of accommodation does
it offer?

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

3 Which are the most unusual types of
accommodation mentioned?

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

Accommodaltion What to do

Special offers

How to get there

Come to Scotl

Popular locations
Aberdeen Hotels

Glasgow Hotels

Inverness Hotels

Loch Lomond Hotels

Aviemore Hotels

bundee Hctels_

Edinburgh Hotels Oban Hotels and_Bed and Breakfast_-

Vocabulary

Describing accommodation: adjectives and
nouns

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

2 Match adjectives from A with nouns from B.
A B
1 five-star a apartment
2 country b bed and breakfast
3 converted ¢ cabin
4 budget d cottage
5 friendly e farmhouse
6 metropolitan f guesthouse
7 medieval g hostel
8 modern h hotel
9 self-catering i motel
10 stylish j villa
3 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 a noun?
. EXAMPLE
There is a huge range of modern, budget hotels in
London.
— 5 Choose different adjective-noun combinations and use

Bed and Breakf_ast Edinburgh

Pitlochry Hotels and Guest Houses
Fort William Hotels

Hotels in St Andrews

e e ——— e i et 2

them to write sentences to describe accommodation
you have stayed in as a tourist.

EE T I e

DUNT JLM
CASTLE
HOTEL

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 friendly 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 fire your imagination.
Alternatively search our unrivalled array of
self-catering in Scotland. Whatever your
budget oritinerary, you can find 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.
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restored (adj) put back into its sleeping bag (n) a large soft bag

former condition that you use for sleeping in

steeped in (adj) havingalotof, ~ Whenyou gocamping, etc.

full of sth
surroundings (n) everything
that is near or around you

Mammut Snow Hotel with its arctic surroundings
is a unique place. It is an excellent way to
experience the coldness of an arctic night. The
temperature in the hotel rooms is approximately
-5°C, but guests will have a good night's sleep ina
warm Ajungilak sleeping bag. In Mammut Snow
Hotel there are 30 double rooms, 2 group rooms for
five persons, and a suite,

Speaking
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?

3 Ifyoucan, gotothe 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:

o type-details of type + natural or made structure
» location—urban or rural
o serviced or self-catering
» luxury or budget
» large or small (number of rooms —how many
doubles, singles, etc.)
details of the rooms, facilities, and services.

Gamirasu Cave Hotel

Cappadocian village.

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

EXAMPLE
We have decided to make our unusual accommodation
from [name of structure]. This is a natural / built
structure in an urban / rural setting.

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

Writing
Local accommodation

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

» the different types of accommodation

» typical accommodation in (a) urban areas and
(b) rural areas

@ types of accommodation that are typical of your
country

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

e oneexample of ‘unusual’ accommodation if youcan
find one (if there is no unusual accommodation in your
area, include your idea from the Speaking activity}

e where you can get more information (websites etc)
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Listening
Taking a reservation by telephone

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

2 (p Listen again and fill in the missing information.

Pronunciation

1 () Listentothe receptionist again. In each question or
phrase, underline the word that is stressed most.

1 Canlhelpyou?

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

4 ...ortwosingles?

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

2 Look at the following questions from the telephone

reservation. Which word will be stressed most in each?

1 Whatnameisit, please?

2 Could you spell that, please?

3 Could you give me the number of the card?
4 Isthat Visa, Ms Steinmetz?

5 Could you just tell me the expiry date?

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

Customer care ﬁ
Smile on the phone

SMILES WITH You/

Taking routine 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. So smile as you take the
booking.The caller will notice the smile in your voice
and respond accordingly.

Hotel Training Manual

Try this experiment. Work with a partner. Stand back
to back. Take turns to say one of the sentences in the
Pronunciation section above. Smile when you say some
of the sentences. Can your partner ‘hear the smile'in
your voice?



Speaking
Taking a telephone booking

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

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

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

Double theck‘;:luies and needs
Check availability
Take diént‘s name
Request confirmation {ﬁix, email, or credit card)
Double check details of the confirmation option taken
Give client reservation number and request its use for booking changes

(lose conversation

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

2 Now change roles.

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

Checklist
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ﬁ

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

| can organize tourist accommodation into

different categories

I can understand texts describing tourist

accommodation

| can understand people asking about
different types of accommodation

| can describe the location, services, and

facilities of 3 hotel

| can take a hotel room reservation by

telephone

Key words

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
metropolitan
self-catering
serviced

Next stop

hostel
meeting room
refuge

room service
seaview
suite
wake-up call

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

2 What sort of holidays are advertised most

onTV?

3 Hasamagazine or TV advertisement for 2
holiday destination ever been the reason for

you to go there?
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8 Marketing and promotion

Take off

1 Make alist of five different products from the tourism
industry.

EXAMPLE a package holiday

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

The marketing process
in travel and tourism

Every day of our lives we can see examples of travel and
tourism marketing around us —adverts on TV, advertsin
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;
itis about researching and identifying the needs of a specific
group of customers, and then creating a praduct that
satisfies them,

Alarge hotel chain, for example, will spend a
lot of time and money finding out what its
guests want —what kind of services and
facilities 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.

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

Reading
What is marketing?

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

1 Marketing is the same as advertising.

2 Marketing means knowing what your customers want.

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

4 Marketing is done by both public and private
organizations.

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

Which stage are these marketing activities part of

1 develop?
2 monitor?
3 research?

Which stage of marketing

1 isthemostexpensive?
2 needs most creativity?

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

The Marketing Process

Stage 1:
customers’ needs and wants

S

Stage 4:
obtain and Stage 2:

evaluate feedback create your products
and services

X 7

Stage 3:
promote your products
and services

customers are aware that these exist. From
amuseum ina 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 feelabout a product. With the
results of the evaluation, it is then possible
toimprove your product, and in this way
continue to meet your customers’
expectations.
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*

In this unit

® what is marketing?

® describing strengths and weaknesses
® the language of advertising

® sales promotion techniques

@ superlatives

Vocabula ry 4 Complete the sentences using gear, hope, or let.
Marketing terminology 1 We______ tohavethenew product on the
ket next -
Match 1-9 with a -ito produce nine marketing tips. IRRRS DI NER
1 onitor ... a ...and wants are the first thing 2 We'vedecidedto_________thehoteltobusiness
you must find out. tourism.
2 dvertise...[ b ... your customers’ preferences 3 They fo inezoase ot profits by using
by using market research. ) _
3 {Jesearch... ~c ...theeffectiveness of your promotional techniques.
advertising and promotional 4 Ifyou_____ expertsdoyour marketing you
teohatiiugs will get better results.
4 (“nowledge... d ...usesquestionnairestofind
out what people want. 5 Agquestionnaireineachroom____ guests
5 . valuate... e ...ofwhatyourclients wantis make comments on the room.
essentialin marketing. ) y ‘
6 {4 astes... f ... the market carefully before 6 Tourismprovidershaveto________their
you create your product. products to what the customer wants.
7 dentify... g ...yourproductinthe places  Go to Grammar reference p.124
where your customers will see it.
8 eeds... h ... your product towards your
clients. Customer care
9 ear... i ...change with time so products
Learn from your customers
must change too.

e Language spot
Verb patterns

1 Lookatthis phrase using the verb gear.
to gear it to the customer’s needs
Now look at the dictionary entry for the verb gear.

gear verb

PHRASAL VERBS gear sth to/ towards sb/ sth (often
passive) to make sth suitable for a particular purpose or
person: There is a special course geared towards the older
learner.

2 What do you think sb and sth mean?

3 Now look at these other verb phrases from the article Learn from your customers
onmarketing. Ask for feedback from your customers. Use a
1 ...ifthey hope to make a profit. questionnaire—keep it short and simple. Get customers
2 ...toletits clients know about it. tosuggest how you could improve your services or even

Which verb patterns do they use? Choose from the discoverwhat you are fe e

following What areas would you want to find out aboutina
a hopetodosth ¢ letsb/sthdosth feedback questionnaire
b hopesthtosb/sth d letsb/sthtodosth ahotel? atravel agent? an airline?
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tilt (v) to move, or make sth move, into
a position with one end or side higher
than the other

warehouse (n) a building where large
quantities of goods are stored before
being sent to shops

array (n) a large collection of things,
especially one that isimpressive and
is seen by other people

grain (n) the seeds of wheat, rice, etc.

Where in the world?

?

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

1 Lookatthe 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?

3 Which three attractions appeal to you most?

ere is an ultimate list of the top 10

1ust see’ sights in NewcastleGateshead
n no particular order!), to make

ire you get the most out of a visit to

1e city.

3 . - —some of the
cnys 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.

B Cate - - ~the

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

e - a - —the site of
the ‘New Cusﬂe bullt in 1080 which
gave the city its name and was

&1

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

+ —the biggest

' commercial arts space in Europe

based in a beautifully restored
Victorian building that was once a
biscuit factory.

Ihe Ang - a multi-
ccwa:d wmmng sculpture created
by artist Antony Gormley. Standing
20 m high, it is seen by more than
33 million people every year.

o~ —inthe heartof
Newccxstle 's historic Grainger Town
and voted the Best Street in Britain by
listeners of national station Radio 4.

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

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

\—once

) again the lurg'est 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 forits
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. ‘
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Listening
Analysing your product

T ASWOT analysis is a basic technique in marketing. The
‘S'means ‘Strengths’. Do you know what the other
three letters mean?

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

3 () Listen again and tick (v) the features that she
mentions in the table below.

S/

1 thelocal people O 1 other UK cities with a similar product O
2 the beauty of the surrounding countryside O 2 poor communications with London O
3 the quality of the local food O 3 the quality of the hotel bedrooms O
4 the combination of old and new attractions | 4 the shortage of hotel bedrooms O
© @
1 the opening of the Gateshead Sage O 1 Bristol, Birmingham, and Manchester a
2 the perception people have of the North-east O 2 the perception people have of the North-east 0O
3 theincreasing number of flights to and from O 3 the contamination in the River Tyne O

Newcastle airport

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

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

here especially to try the food.

OR

B No,itisn't.It's one of our weaknesses, I'm afraid. It's
not easy to find local food in our restaurants.

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

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

OR
® Imnsportandaccess » activiiesfor familles B No, itisn’t. In fact, it’s one of our opportunities. The
@ accommodation ® the weather ; o

@ restaurants,etc. @ marketing potential Jood hereis very good, but its not VEntRE L SR,
o localfood » marketing strategy 3 Think of a city you know well and decide what you

@ nightlife and clubbing @ current advertising think its strengths, weaknesses, opportunities, and
® museumsand s theimage of the city. threats are. Tell your partner about the city. Can they

art galleries guess which city itis?
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Personal sefling 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 Lookatthe diagram about marketing and promotion.
Do you understand any of the terms? Can you fill in any
of the gaps?

Product

marketing

Advertising Sales
promotion

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

3 () Which of the following ideas about promotion does
Jean mention directly?
1 Tocreate ademand for a product

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

3 Tomake customers aware of a product
4 Toremind customers about an existing product

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

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

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

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

Find out

1 How is tourism promoted in your local area?

1

3

By a government organization like the
NewcastleGateshead Initiative

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

By both

2 What promotional techniques do your local tourism

authorities normally use?

Pronunciation

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

Word Pronunciation transcription
1 advertise a 'mavatrv
2 ancient b ar'dentifar
3 campaign ¢ ‘witknasiz
4 identify d ‘'mdvataz
5 improve e strepfs
6 innovative f ‘emfont
7 marketing g ‘'makitiy g
_S_FJi_FCtu resque h  piktfa'resk
9 strengths i Orets
10 threats j  kam'pem
1 weaknesses k m'pruv

2 Which word looks most / least like its transcription?

3 Lookat the transcriptions and try pronouncing the
words. Let your partner listen to you. Now you listen to
your partner.

4 (p Listen to the words. How well did you pronounce
them?

5 () Listen and repeat each word. Which do you find
easiest / hardest to pronounce well?
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In 2004 hotels in the USA spent anything
between $41 6 and $4,464 per room

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
itinto yourlanguage?

3 Substitute the adjectives in the adverts with the word

‘nice’. What is the effect?

4 Look at adjectives 1-7. For each adjective, find two
‘publicity’-style adjectives froma-n.
1 beautiful a ancient h innovative
2 big b diminutive 1 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

5 Choose the best adjective for these advertising texts.

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

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

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

4 Make yourself feel really special —take a short break
in one of our economical / exclusive / modern

country hotels. Writing
et io i il pdvet
economical / tiny campsites in Europe. How would you promote tourism in the area where
6 Diminuitive /Gorgeous / Large beaches, luxury you live (or any other area you like and know well)?
accommodation, ... 1 Make a list of the different aspects of the region that
6 Choose the two adjectives that you like the most and make it attractive to tourists.
use them to write tourism slogans for your country. 2 Prepare a web page advertising the region. It will need

images as well as text. Which images can you use?

3 Ifyoucan, make a‘mock-up’ of how you would like
your web page to appear in real life.
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fragrance (n) a pleasant smell scent (n) 1a pleasant smell
2 aliquid with a pleasant smell
that you wear on your skin to

make it smell nice

hold (v) to organize an event

press release (n) an official
statement made to journalists
by a large organization,a
political party,or a government
department

Reading
Promotional techniques

1 Lookatthese 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

e & @ » & 2 @ o @0 & @

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

North-east England Hong Kong

The Days Out Campaign was The Hong Kong Tourism
launched in July and was Board announced a new
aimed at enticing people to tourism promotion plan on
get out and about within the Sunday.

region, visiting both paying

Selina Chow Liang Shuk-Yee,
and non-paying attractions.

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

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

2 Judge each activity in terms of cost (C), logistics (L),

impact (I), and originality (O). Award each activity a
score from 1 (very poor) to 10 (excellent).

C

I 0 Total

1 North-east England

2 HongKong

3 Riodelaneiro

4 Languedoc

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

Rio de Janeiro

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

Languedoc

The Languedoc Regional
Committee ran a campaign
to draw people’s attention te.
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 reming
people of the typical regiona
scent of brush land. The scer
was then used in a seven-day
advertising campaign run is
winter in major train statios
in Paris and the south of
France.
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Checklist

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

I can read and understand simple articles
about marketing

S = — lcanunderstand people talking about
marketing and promotion

e Language spot

I can use a range of adjectives to write

Superlatives simple advertising texts

1 Use the words in brackets to complete these | can make a presentation of a promotional
statements. campaign
1 TheBraziliancampaignwasthe___ (cheap). | can write a press release describing a

! promotional campaign
2 The Languedoc campaignhad the

gt inpagl TR TR
3 The__________ (original) campaign was the one by Key wo I'd S
the Languedoc Regional Committee.

Nouns
2 Look at the results in your table for the four campaigns. campaign strength
Make sentences to describe what your group voted. expectation threat
» Goto Grammar reference p.124 marketing weakness
opportunity
s Adjectives
speak"‘g ancient picturesque
Presenting a campaign enormous promotional
1 Work in groups of three or four. Design a campaign for :E:E:fatwe b
a tourism area you know well. Think about the four y
factors that make a good campaign. Verbs
2 Present your campaign. Award marks for the 22::{; ';'e
campaigns of other groups. Sihiate
identify
Writing improye
. . market
Promotional campaign news vigniior
research

1 Write a news item for a web page or a travel magazine
describing your campaign. Use the web pages from

Readingto help you. Think about how you can e e

illustrate the page, and about which links you would N ext Sto P

put to other useful web pages.
2 Make a‘mock-up’ of your page as you would like it to 1 How many different airlines can you name?

appear in real life. Better still, if you can, upload your 2 Which of these are ‘low-cost airlines?
page on to a suitable server and invite colleagues and

filemastavisitit. 3 Tell your partner about the last place you

went to by plane. (If you haven't flown yet,
tell your partner about the place you would
like to go.)
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9 The airline industry

Take off

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

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

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

Listening
The ups and downs of flying

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

S
g
(€]

Mfl/fe

=~
g
P &
g <

Travelling to and from airports

Checking in

Going through security

Waiting to embark

Boarding when you haven't
got a seat number

Taking off

Awindow seat

Landing

Waiting for your luggage

Travel delays

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

3 ( Listen again and complete these expressions.

1 Iactually totheairport...
2 AndI landing.
3 1 taking off.

4 ... andthen justrisinginthe air suddenly.I

5 1 thedelays.
6 ... beingintheairport all day.I
that.
71 waiting to embark.

2 1 forluggage.
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In this unit

® expressing degrees of like / dislike

® developments in the airline industry

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

e Language spot
‘like’ or ‘dislike’

1 Putthedifferent expressions of liking'in order from
the most positive to most negative.

don'tlike quite like

don't mind really don't like
hate really hate

like really love

love

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

3 Now ask your partners how they feel about each stage
of flying, especially
» getting to and from the airport
@ queuing at the check-in desk
» going through security control
» waiting in the departure lounge
» taking off
» beingintheair
» landing.
» Goto Grammar reference p.124

Vocabulary
Air travel

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

1 The first powered was made by the
Wright Brothers in 1903.
2 Eventhough is the safest form of

transport, some people are afraid of it.

3 Modern jet aircraft atan altitude of

8,000t0 9,000 metres.
2 Whatis the difference between the three words?

3 Complete the sentences with a word from the list.

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

1 ThelasttimeIflew,our was delayed by

over two hours.

2 Most airports give information about departures

and on TV monitors placed around the
airport.
3 Whenyou ,the clerk asks you if you

have packed your bag yourself.

4 You cannot use electrical equipment during either

orlanding.

5 Modern navigation systems mean that aircraft can
safely at night, in bad weather, and
even without a pilot.

6 Evenifyouhavea 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 partner to complete the sentences.
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Air transport accident rates have been reduced by over
This provides 28 million direct, indirect,and ~ 50% during the past twenty years.
induced jobs “"“'C’”dw-'d?»a_' figure that is Today's aircraft are 70% more fuel-efficient
expected to rise to 31 million by 2010. than the jets of the 1960s. Long-term goals
The accident rate for air travel represents include achieving a 50% cut in CO,
one fatality per million flights. Despite the emissions per passenger kilometre for
rapid and constant growth in air traffic, aircraft entering service in 2020.
L] L]
Reading Find out

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 Theincredible places you can fly to if you have
enough money

4 How to getthe cheapest tickets for different flights

2 Readthe article and see if you were right.

3 How many million

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

4 Find

1 two advantages of air travel
2 three disadvantages of air travel.

(but at what price?)

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

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

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

1 Whatis acarbon offset scheme? How does it work?

(Hint —type ‘carbon offset scherme’into an internet
search engine like Google.)

2 Which air carriers are currently on the US and EU

blacklists?
Pronunciation

1 Lookatthe names and codes of these airports. How
many do you recognise?
Country Airport name Airport code
Australia Delta Downs DDN
ndonesia  Datadawai DD
Q(En_ —Edu DDU
Taiwan Taitung TTT e
Tanzania ~ Tanga  TGT
Tongo Kuini NTT i o] .
Vietam  DaNang  DAD

Airlines work through scheduled flights, which take off and land at
regular published times, or charter flights that are contracted to fly
ata settime. Flights can be short-haul, medium-haul, or long-haul,
depending on the distance covered, but whatever the distance,
passenger safety is at the heart of all operations, making air travel
the safest form of transport by far.

Inevitably air travel creates problems, beginning with some people’s
fear of flying. More recently, however, the skies we fly have begun to
Iook darker than the industry wants to admit. Security is now a major
problem, especially after the devastating impact of the September
11 terrorist attacks on New York and Washington,

Also blackening the skies are the emissions from jet aircraft.
Areturn transatlantic flight, for example, can produce up to two tons
of carbon dioxide per passenger! So serious is the prablem thatin
2005 the UK Environment Minister asked travellers to consider
subscribing to one of the carbon offset schemes available. ‘it's
relatively cheap. For example, the climate change impact of a flight
to the Mediterranean only costs around £5 to offset.
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2 (9 Listen and repeat the pronunciation of the airport
codes. Pay special attention to the pronunciation of t
andd.

3 Work with a partner. Ask and answer about airport
codes.

EXAMPLE
A What's the code for Da Nang?
BIt's DAD.

4 Say the following words. Pay special attentiontod and t.

boarding card take off code
ticket flight transit
airport scheduled transport
depart

Speaking
The air travel route map

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.

How many terms do you recognize? Work in teams.
Team A, look at p.112. Team B, look at p.117. 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.

Work in pairs. Choose a term. Tell your partn: the
term. Your partner must try to explain the terminfher /-
his own words.
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Listening
Low-cost or traditional?

1 Think about the disadvantages of flying with low-cost
airlines. In your opinion, what could traditional airlines
do to attract customers back? Exchange your ideas
with a partner.

2 (y 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.

Low-cost
airlines

Traditional
airlines

Characteristic

1 Bookingis possible
through a travel agent

2 Bookingis easy
through the Internet

3 Youcancheck 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 Youcan goon theplane
first with small children

7 Thecabinstaffare
more friendly

8 Thereis more legroom
during the flight

3 Which type of airline is best for people like Martin in
your opinion? Why?

4 Which type of airline do you prefer?

compete (v) to try towin, or
achieve sth, or to try to be better
thansbelse

no-frills (adj) without extra
comforts, such as meals, films, etc.

Reading
Revolution in the skies

1 Look at the logos on the aircraft tail fins. Which airlines
are they from?

2 Arethese airlines low-cost (like easyJet) or traditional
(like Lufthansa)?

3 Make alist of the reasons for the current success of low-
cost airlines. Read the article and see if you were right.

LOW-COST

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 airfines 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 telling you to
get ready for landing. Others like Qantas became famous for
their long-haul, intercontinental routes, offering free
stopovers to make eighteen-hour flights more attractive to
customers.

The air ticket itself was, and still is, a complex business. The
basic return ticket was the commonest: the single ticket was
so expensive that nobody ever bought one exceptin an
emergency. And of course, the traditional ticket came in
different classes to suit different pockets: economy for the
masses, business for the executives, and first class for those
lucky few who could pay ten times the economy tariff to get
more legroom and a seat that converts into a bed!

The whole system was turned upside down, however, by the
arrival of the low-cost carriers. Ryanair got no-frills flying
going in the early 90s, modelling itself on the American budget
airline, Southwest Airlines. easyjet was quick to follow, and
since then the idea of getting on a plane the same way you
would get on a coach has really taken off, with




4 According to the article, which of the following
statements are

only true for major airlines?
only true for low-cost carriers?
true for both types of airline?
true for neither type?

= an op

They do not have different classes of seating on
board their planes.

They offer free in-flight food and entertainment.
They offer free stopovers on long-haul flights.
They often use less important airports.

They only sell single tickets.

They operate long-haul flights.

They operate short- and medium-haul flights.
They spend as little time on the ground as possible.
They use paperless ticketing.

WO 00~ o Ve WM

5 Why are low-cost carriers less likely to be interested in
long-haul operations?

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 25 minutes. This means that the
sirlines can get more flights out of a day — eight as opposed to
‘the normal six. Some low-cost carriers

‘also use secondary airports, with much
er landing and take-off charges. Paperless
eting and sales over the Internet and the
hone also keep costs down. They also issue
single tickets only, and of course, there are no
-class or business-class seats. No free
spapers nor free food. In fact, no free
ything, although you can pay to buy
sost things during the flight. -
=nd the future? Paperless ticketing and
sternet sales from traditional airlines? That's
gready here. Low-cost flights to long-haul destinations?
That's less likely to happen, precisely because of the way low-
"=t carriers make their money by fitting so many flights into
sach day. But who knows? The sky's the limit!

III‘:(JIlFIH‘t||!I.¢|I.1:|LIJI o1

Vocabulary
Low-cost carriers
Complete the sentences with terms from the reading.

1 Alesstechnical name for alow-cost carrierisa

2 A allowsyoutointerrupt alongflight
and stay in a city en route to your destination.

3 A - flight is one that does
not go further than 1,000 km.

4 = are airlines
that offer low fares for basic services with no ‘extras’
such as meals on the plane.

5 Givingthe customer a reference number for a seat
ona plane but not a ticket they can hold in their
hand is known as

6 The fees an airline pays to an airport for using its
facilities are known as and -

7 The is the minimum time

between a plane landing and taking off.

R B _ E



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.

Use the notes below to produce a questionnaire for an
airline.

Ask three or four more questions of your own to
complete the survey.

Age?

Profession?

Houw of+en/fly?

Reason - business/leisure?

Normally use low-cost aidines, or 4raditional?

* % * % *

* *

Travel agent/intemed bookings - which easier?
Interned bookings - Leel secure sending credit
card details, ete.

*  Paperless tickeds - happy with them?

* _Choice of class (business/economs) important?
¥ Check-in time - 2 hours before 4 ignt too long?

e Language spot
Asking questions politely

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

How old are you?

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 ask you where you are going?

2 () Listen tothe interview with Martin Stanton again,
and complete the polite questions.

1 you a couple of
questions about air travel?

2 you
often you fly?

3 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.

» GotoGrammar reference p.124

Customer care
Questionnaire tactics

WE WANT TO koW
You'RE HAPPY!

When you ask a traveller to answer a questionnaire,
remember to

o saywhat the questionnaire is about

® ask permission before you ask any questions

o tellthe person how long the interview will last.

It is not enough to ask polite questions. You have to
sound polite, too. Smile when you ask your questions.
Avoid looking down at your question sheet all the time.
Remember to look at the person you are interviewing.
Communication Skills Presentation

1 Inwhich of the pieces of advice would you say
This will only take five minutes.
Excuse me, I'm doing a survey about air travel.
Would you mind answering a few questions?

2 How should you finish a questionnaire? What should
you say at the end?
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Checklist

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

| can understand people talking about how
they feel about air travel

. | can discuss my feelings about air travel
with colleagues and friends
it’s my job
yj I can understand articles and news items
1 Lookatthe photo of Javier. Write T (true) or F (false). about the airline industry

1 He'sSpanish. | can produce a questionnaire about air

2 Hesapilot. ‘ travel preferences
3 He likes working in tourism.
4 He knows the secret to working in tourism. | can use indirect questions to be polite

when interviewing travellers

2 Now read about Javier and see if you were right.

[ ] -
Javier Diez Key words
Nouns
air ticket non-stop flight
@ baggage open-jaw trip
oarding card paperless ticketing
Name: Javier Diez budget airline return trip
Job: SalesRepresentative in the flights and reservations carrier code scheduled airline
section of Aeropostal, the Venezuelan airline connecting flight secondary airport
Based: In Madrid delay security control
y 2 R direct flight stopover
Edur:atlo.n: Three years’study at a university college of S ior take-off
Yotirism InVenezuela low-cost carriers turnaround time
Experience: Four years.Started in Venezuela with =t
American Airlines, then moved to Spain to begin in Adjectives

long-haul (flights)

Aeropostal :
short-haul (flights)

Future: Becomea manager in his present company

Thoug s sbouts T |

.. hisjob |like the airline industry.1t’s what | know,and |

like it very much. Next Stop

... his career |thinkthis career’s beautiful —very 1 What would be a‘normal’ holiday for you?
beautiful and very interesting. We learn so much about

the people, about other cultures, but above all, about
how to treat the people as we like to be treated,

2 Tell your partner about the last ‘normal’
holiday you had. Where did you go? When?

. : ) . Who with? What did you do?
... tourism In tourism your product is a service. It's not a

tangible product,and that’s very important. So | think the 3 What would be a special holiday for you?
secret to working in tourism is customer service. You

have to be very patient —very, very nice. You have to give

the service as you would like to be treated. | think that’s

the secret —customer service. And as in other areas, you

have to like what you're doing and do it well. With love.

With care.




Take off

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’?

peld -

FED-UP WITH THE SAME OLP HOLIDAY?
\ WHY NOT TRY SOMETHING PIFFERENT?

Listening

At the trade fair

Mariana and Jurgita work for a tour operator. They are Voca bl.l |a I'y

visiting a large tourism trade fair in order to gather Different holiday types

ideas for an ‘alternative tourism’ programme. They are

thinking about four programmes: 1 Putthese holidays with a difference’ into the four

categories.
tour of Scotland visiting historic castles
mountain climbing
conservation work helping to repair coastal damage
windsurfing
cycling in the mountains and deserts of Mongolia

1 ‘Adventure and action’ g
b

g

d

g

f four-week trip to Canada tolearn English
]

h

i

J

2 ‘Ecotourism and nature’
3 ‘Escape and enlightenment’
4 'Culture and heritage’.

1 Match the pictures in Take off with the categories.

2 Which catagory would each of these words and places brip to Beifirig for the 2008 Olyrapics

in?

bie 1‘n, - _ whale-watching off the west coast of the USA
leng expe.dltlon gastronomic week week at a health farm to relax and ‘de-stress’
working farm  Mexico France long weekend in London to visit museums and art
volcanoes biking cattle ranch galleries
pilgrimage Antarctica CostaRica k learning survival skills in the jungles of Borneo
white-water spaandhealth  horseriding | pilgrimage to Mecca

rafting resorts India m weekend of beauty treatments and relaxationina
ecosystem the Caribbean  sea-life country hotel

n off-piste mountain skiing
weekend break at the Prague Music Festival

; p research trip to collect data on ape behaviourin
& Which holiday do they choose for each category? Malaysia

3 () Listen totheir conversation at the end of the day
and check your answers.

o



In this unit

@ different holiday types '
@ adventure tourism, ecotourism, ‘escape’ tourism, cuftural

tourism

@ talking about experience
@ cultural dos and don’ts
® language of service provision

2 Canyou doany similar ‘alternative holidays'in your

country?

Reading

The Karakoram Experience

Match words from A with words from B to make

compound nouns for different holiday activities, for
exarnple: sightseeing, mountain climbing. How many

different activities can you list?

Experience?

1 Why is the travel company called the Karakoram

2 How many different adventure activities are
mentioned or described in the website?

What types of scenery and landscape are mentioned?

watching 4 Whattype of traveller do they try to attract?

A B

sight horse seeing climbing 3
cliff mountain boarding walking

heli scuba skiing

sSnow water biking riding

whale hang surfing diving

hill wind rafting jumping

skate camel gliding

jet bird

bungee white-water

Is it possible to do any of the activities in your city or

region?

’-

KE ADVENTURES

Peru - in the foofsteps of
the Incas

Family adventure in the Andes -
Horse riding, rafting, biking, and
easy trekking - Indian craft
market at Pisac — Magical Machu
Picchu — Amazon jungle lodge
visit

hecame one crf the world's leading mdapendant )
companies. In addition to our extensive range of worldmde
adventures, the staff in our UK and American offices organize tailor-
made private expeditions, trips for school groups, and charity treks.

Swedish Lapland - a Winfer
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 Icehotel - Meet the
Sami people and their reindeer

Costa Rican adventure
Trekking, rafting, and wildlife
adventures — Challenging ascent
of Volcan Chirripo (3820 m), Costa
Rica’s highest peak - Rafting on
the beautiful Pacuare - Fantastic
wildlife -
Pacific Ocean beaches

Relaxing on idyllic
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[ ] L3
Listening
Interview with a mountaineer
9 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 Peru
Bolivia Kyrgyzstan
Pakistan Tajikistan

3 Which of these things does he look for in a tour
company?
a cheap price
b aguide for the whole trip
¢ organisation oflocal transport, lodging, and permits

4 How high was the highest mountain he’s climbed -
6,400 m or 7,400 m?

5 What's the worst moment he’s experienced when
mountain climbing?

6 What's the happiest moment?

2 ( Listen again and complete the questions that the

interviewer asks.

1 When you mountain
climbing?

2 What expedition mountaineering?
When you that?

3 Doyouusea when you
organize an expedition, or do you

?

4 How find a suitable
company?

5 What you look forina

?

6 What'sthe highest mountain ?

7 Have you frightened?

8 Haveyou thought

?

e Language spot
Asking and talking about experience

Look at these sentences from the interview.

I've been to Central Asia, once to Kyrgyzstan and once to
Tajikistan.
But both times we used a tour company.

The first sentence is looking at general experience with
no specific time reference. The second sentence is
referring to a specific occasion in the past.

inthe Past Simple?

Which verb is in the Present Perfect and which verb is

Look at the questions you completed in 2 in Listening.

Find three examples of the Present Perfect and two

examples of the Past Simple.

Match questions 1- 6 with answers from a—k. There

may be more than one possibility.

1

Vi W N

Have you ever been
diving?

Did you like it?

Would you like to try it?
Where did you do it?
Have you thought of
trying a windsurfing
holiday?

Would you like some
more information?

= oagn thm AN TR

—

» Goto Grammar reference p.125

Yes, I did.
No,Ididn't.

Yes, it was great.
Not really.

Yes, I have.

No,I haven't.

Yes, I would.

That's a good idea.
Mmm. Tell me more
about it,

In Malta.

Yes, please. It sounds
interesting.




Ecotourism = responsible travel  You can't protect what you

to natural areas that conserves don't know.

the environment and sustains Lars-Eric Lindblad

the well-being of local people Leader of the first commercial
Antarctica cruise in 1966
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We should have the sense to

leave just one place alone.

Sir Peter Scott

Founder of the World Wildlife Fund

Speaking 2]

Have youever...?

1 Choose one or two of the activities from Vocabulary:
Different holiday types 3, and one of the KE Adventure
holidays. With a partner, use the information in the
following dialogue,

A Haveyoueverbeen______ 7

B Yes,1have./No,lhaven't.

A Did you like it? / Would you like to try it?

B

A Have you thought of trying something different?
Whatabout ______ ?

B That's a good idea. Tell me more about it.

A

2 Choose some more activities and adventure holidays.
Goround the class and ask different students about

their experiences. Tell them about one of the adventure

holidays. Try to get them interested in buying it.

3 Report back to your partner on what you found out.
How much interest was there in the adventure
holidays?

Pronunciation
1 &) Listen and tick (v) the word you hear.

1 best O vest O

2 very O berry O

3 vine O wine O

4 veil 0O whale O

5 best O vest O west O
6 bale O veil O whale O

2 Practise the words for each sound.

3 Say one of the words from each group in 1. Your partner

will point to the word he / she has heard.

4 say these words. Think about the pronunciation of b, v,

and w.

/bl It Iwl

basic vacation wet

dBe_ij;'tg volcano el white-water
Borneo activity wildlife
i;rng.; b diving p worldwide
Caribbean ever

rabbits survival

;axba alternative

have you ever

I've been very busy
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The growth of the adventure tourism market

Growth in adventure holiday market in the last five years = 10-15%

Growth in traditional sun, sea, and sand package holiday market in the last five
years =4-5%

Where in the world? Speaking
Discuss these questions in groups. Questions on Antarctica

1 What do you know about Antarctica - its In pairs, ask each other for information on Antarctic
population, its size and location, the number of cruises. Student A, look at p.112. Student B, look at p.117.
tourists who visit?

What type of transport do tourists use to visit
Antarctica?
3 What activities can tourists do?

Read the text to check your answers.
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Population: 2.6 million

Mongolia fact file » Situated between Siberia and China.
Capital: Ulan Bator » Terrain varies from desert to mountain. Temperature

variations are also extreme.

> Many Mongolians live a nomadic lifestyle, living in special

tents (called gers).

» Tourism is growing in importance (by approximately 20%

in recent years).

» Most tourists come from China and Russia.

Dar and don'tein Manaa'ia

Reading
Cultural differences

Work in pairs. Look at this list of ‘cultural tips’ for
tourists when mixing with Mongolian people. Which
doyouthink are ‘dos’and which are ‘don’ts?

Look at p. 110 and check your answers. Do any of the
tips surprise you?

| have long conversations in your own language in
front of hosts who don’t understand.

- sit with your feet underneath you or cross-legged.

| walk in front of an older person.

. let a post or fence come between you if you are

walking with a Mongolian.

= receive food or a gift from a Mongolian with both

hands.

point a knife in the direction of anyone.

> turn your back on an altar or religious object.

take a sip or nibble of drink or food that is offered.

- walk round inside a house or tent in a clockwise

_ direction.

| take food from a plate with your left hand.
" keep your hat on when entering a house or tent.

"|
—— touch other people’s hats.

| leave a small gift, other than money, for your hosts.

Y take off your gloves before shaking hands.

3 Complete this table of dos and don'ts for (a) your own
country, and (b) ancther country you know about.
Mark dos with a tick (), don'ts with 2 cross (X), and
write = if it doesn't matter

@@ ®

Smoke in a public building

Weara hatina reiigiou; bEiId‘mg

Wearshortsina reiigiods Building

Point at someone with your ﬁngef

Egamily or friends in public

Blow your nose in public

Eat with your left hand

Take photos of local people

Leave food on the plate at the end
of the meal

Arrive on time for an appointment

Writing
Cultural tips

Write a list of cultural tips for visitors to your 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 guestin 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 G ﬂ a

o o

1

d]

e Language spot
Describing service provision
T Look at these four ways of describing service provision

taken from the texts. In each case find two other
examples of the structure,

1 offers, provides, boasts (Present Simple)
(3] It offers the natural beauty of the forest.
a
2 Youcan +infinitive

You can enjoy daily yoga and water exercise.

1 Choose from these words to label the pictures. 3 Present Simple Passive
°pa Sheditation. | 30g8 The yoga work is presented as an important part of
shiatsu massage aromatherapy et e a e
retreat (noun) t'ai chi hikes / hiking P ;

anti-aging treatment 4 Imperative

2 Which two words describe a place rather than an Pepurt aryday yor e Sromiiag i Gictopera0,

activity? Which activities would take place in them? 2 Complete the description using the phrases in the list.
3 Which of the words would you expect to appear in the book provides
brochure descriptions for these holidays? is held you can
1 RioCaliente: Hot springs, Spa and nature resort, offers
Primavera Mexico e N N - —rTr=n
2 Camino de Santiago: The Pilgrimage Route of St The tour of the Seven Holy Cities of India
farvics;Spain 1the chance to rediscover your spiritual
3 Dhanakosa Buddhist Retreat, Scotland energy. s ladtnabout theatadi
& Work in groups of three. Student A, look at p. 112. religion. Evicitthesarrad taenor

Student B, look at p.116. Student C, look at p. 118.

Tell the others in your group about the holiday and
mention festival 4every twelve years.

Haridwar. The spectacular Kumba Mela religious

» thelocation Searly to avoid disappointment

» what youcando

# any other information.
y » Go to Grammar reference p.125

5 Think of three different people you know and
recommend one of the holidays for each of them.
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ﬁ

Customer care
Ability and suitability

It is important for tourism providers to make sure their
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 Doyou agree with the statement above?

2 Do youknow anyone - e.g. friends or family —who has

done an adventure activity or taken a holiday with a
difference that you didn’t think was suitable?

3 How can tourism providers check their customers’

suitability?

4 Arethere 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 water sports

2 Ingroups of three or four, take ten of the types of

tourist. Take turns to pick one of them and select a
‘holiday with a difference’. Say why you think the
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 be able to
develop his skill in water sports.

3 The person with the most accepted matches wins.

Checklist

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

I can understand descriptions of altemative
holiday types

| cantalk about alternative holiday types
| can ask and talk about past experiences
| can discuss cultural dos and don'ts

I can describe service provision

FETEREEE L e e
Key words

Activities
aromatherapy
diving

expedition
hillwalking
massage
meditation
mountain climbing
t'ai chi
whale-watching
white-water rafting
windsurfing

yoga

Places

cattle ranch

health farm

retreat

spa

Other nouns
conservation
enlightenment
mountaineer
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

Take off

Can you name the different travel documents on this
page?

Reading

Holiday bookings - getting the right
information

2 Which of these documents do you need for a holiday
abroad?

-t

Make a list of the information a travel agency sales
consultant will need to take when a customer makes a

3 Have you ever lost an important document? Tell your booking for a holiday.

partner —explain which one, where you were, what 2

Compare your ideas with the list below. Do you have
you did, and what happened in the end.

any ideas that are not in the list?

3 The manager uses etc.alot in the memo. What does
thismean?

Insurance Co

GLo
TRA VELE e

i
=

Travel Web

Booking Confirmation 4 Substitute etc. with groups of examples from the list.
transfers, local excursions, car hire

premier class

medical condition

email address if possible

twin, single, family

bank transfer, credit card

Band B, flight only

B_O 0kfng F orm

a

b

e —— c
S d
e

f

8

‘Memo
o= -
To: all sales staff

‘ Subject: Key reservations data

accommodation — name of
hotel / resort

Please be sure to enter the 9
following key data when taking

holiday bookings.
Ry DORIES 10 number and type of rooms

1 date of booking required (double, etc.)

2 booking reference number 11 special requirements (e.g.

children,disabled, etc.)

meal basis (full board, half
board, etc.)

3 full name and contact details
of client (postal address, 12
daytime and evening

B telephone numbers, etc.) o3

number of people in party

other services (e.g. airport
hotel, airport car parking,
etc.)

"
2154084554 45K7 l 4
1

59 | -

5 names of people in party

‘ 6

Accommodation voucher 14 method of payment (cash,

cheque, etc.)

ages of children (2-12 yrs old
= discount)

15 deposit details

dates of outward and return
journeys

il

Please also get clients to doub
check all details before signin

8 ticket type (e.g. economy, the booking form

etc.)
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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

Listening
Taking a booking

1 Gy Listentoatravel agency sales consultant taking a
booking and complete the booking form.

2 Which key data is still missing?

3 What did the travel agent forget to do before Mrs
Venables signed the form?

3 When will Mrs Venables get her invoice and what
must she do then?

Speaking

Have you decided where to go?

1 Workin pairs. A, you are the sales consultant and
need to complete the booking form. B, you are the
client and should think of all of the holiday details
the sales consultant will ask. (Hint: Look at the
holidays in Unit 10 and choose the one you like most.
Now add the details of your family and you are ready
to go!)

2 Actouta booking.

3 Changeroles and act out a new booking, with B as the
sales consultant.

Booking reference number Ci
cerone Travel Services
CTS06062 '
BOLZETITH 9 Wilson Court, Briskc

CUSTOMER DETAILS
first name k:mﬂymma Venables
address

daytime tel no evening fel no
mobile fel no .

email

PARTY DETAILS
No of people in party Ages of children

Date of outward joumey Date of return journey
Ticket type

ACCOMMODATION PAYMENT DETAILS

name of hotel /

resort Method of payment

number of rooms Deposit details

type of rooms
A Customer’s signature
Special requirements

Date of booking

Other services

Writing
Confirming a booking

When a booking is taken by email, it is standard practice
to confirm the booking either by email, or by letter.

Use the information from the last activity and send an
email to your partner confirming the details of the
booking. (If you cannot send an email, send a letter
instead.)



accessible (adj) possible to be
reached or entered

gateway (n) the place which
you must go through in order to

accounting (adj) connected get somewhere else

with the financial
arrangements of a company

Reading
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?

2 Where can you find out what tourism terms mean?

3 Look atthe definition of CRS and GDS. Write T (true) or F
(false).

Airlines were the first users of CRS.

1
2 AGDSisalarger versionof a CRS.

3 Only airlines and travel agents can have access to
GDSs.

It is now possible to book a car or a hotel room
through a GDS.

GDSs give ticket information but cannot produce a
valid ticket.

GDSs can tell a travel agents how many tickets they
have sold.

computer reservation system

A computer reservations system, or CRS, is a
computerized system used to store and
retrieve information and conduct transactions
related to travel. Originally designed and
operated by airlines, they were later extended
to travel agents as a sales channel. Major CRS
operations are also known as Global
Distribution Systems (GDS). Many systems are
now accessible to consumers through internet
gateways for hotel, rental cars, and other
services as well as airline tickets.

Today, each system allows an operator to
locate and reserve inventory (for instance, an
airline seat on a particular route at a particular
time), find and process fares / prices applicable
to the inventory, generate tickets and travel
documents, and generate reports on the
transactions for accounting or marketing
purposes.

Vocabulary
Reservation systems for tourism

Choose the best meaning for each word as it is used in
the text on CRS.

1 store = (a) alarge shop (b) the place where you keep
things until you want to use them (c) to keep

something for future use

retrieve = (a) to put something back into its original
form (b) to get something back (¢) to move back to a
safe place

conduct = (a) to organize and do something (b) to
direct the musicians in an orchestra (c) to allow
electricity to pass

channel =(a) a television station (b) a route that
information is sent along (c) the part of a river that
boats can pass along

. e
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 ) Listen and complete the table.

SABRE Amadeus Galileo

System

Created by

Createdin

Market share

Clemen mentions a fourth CRS - Worldspan. Listen
again and make notes about it.
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Hotel bookings Nothing is free in business — not even a client
Nowadays, more travel is sold over the Internet booking a hotel room. Reservations made directly
than any other consumer product. In America by the client using the hotel's own website are
nearly 37 million internet users have already probably the least expensive.In contrast, a
purchased travel products online. Online booking made by a travel agent using a GDS is
bookings were expected to reach $63 billion in usually the most expensive.
2005.

Find out Customer care

Which of the big four GDSs do your local travel
agencies use most - Amadeus, Sabre, Galileo,
Worldspan?

Putting on the pressure

1 Gotoalocal 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 class.

Reading
Abbreviations and codes
A
1 Look at the computer printout for an air fare between Don't pressure a customer to make a booking if you
Madrid and Paris. sense that they are not sure yet. Give them time. Let

1 What are the dates for the journey? them go away and think about it. Remember that on
9 CEEvELRNE e soRtofthe dighis average a satisfied customer will tell two friends or
3 Isit 3retum flight? How do ycfl k:.ww? members of their family. A dissatisfied customer, in

4 Whatisths oppostteofaatir fight? contrast, will tell at least nine people.

B
2 There are alot of abbreviations and codes. For example, Customers sometimes need help making up their

RTmeans round.frfp or return; OW means one-way. minds. Put a little pressure on them.Tell them that the
it abbreviation: thatmean booking can only be held for a short time, and you need

a decision soon,or they might lose the opportunity
1 adult 7 June altogether. You're the professional, you know what's
2 advanced 8 minimum stay good for them —so push them a bit.
3 airline 9 non-refundable

i ' >

W dkacp 10 passenger type code Which of the two statements do you agree with most:
5 euros 11 Sunday 2 What would you actually say to the customerineach
6 flight type code 12 tariff. situation?

FONO3
** RULES DISPLAY ** TAX MAY APPLY
SURCHG MAY APPLY — CK RULE
12JUNO5*19JUNOS/MADPAR
LN FARE BASIS ow EUR PEN DATES  DAYS AP

03 OKAP?DN1 29 S26JUN  26JUN+

FCL: OKAPZDN1 TRF. 21 F 70 BK: 0
PTC: ADT-ADULT FTC: XAC: R/SPECIAL ADV PURCHASE

RU. RULE APPLICATION
IB ECONOMY FARES BETWEEN SPAIN AND CANARY ISLANDS AND EUROPE.
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avoid (v) to prevent sth premium (n) an amount of
happening or to try not to do money that you pay regularly to
sth beforehand (adv) at an a company forinsurance

earlier time than sth against accidents, damage, etc.
reserve the right (v) to have or
keep a particular power

guarantee (v) to promise that
sth will be done or will happen

Reading
The small print

1 Lookat the booking conditions. Match these headings

with the different conditions.

holiday

7 Your holiday price

If we change your holiday before you leave
If we make changes after you have booked your

We may need to make changes to
the information in this brochure as
our holidays are planned many
months beforehand. If we make any
changes before you make your
booking, your travel agent will tell
you about them before you finish
your booking.

Occasionally we have to change
your accommodation. If we make a
change after you have made your
booking, we will put you into
accommadation of the same
standard or higher, and in a similar
type of resort.

The prices in our brochure were
correct at the time of printing, but
wereserve the right to make
changes. If we do this, your travel
agent will confirm all price changes
before you make your booking.

If you want to cancel your booking,
the person who made the booking
must send us written instructions. If
you cancel your booking, we may

Booking terms and conditions

ask you to pay cancellation charges.
We will not refund any insurance
premiums you have paid

If you want to change your booking,
we will try to help you, but we
cannot guarantee that we will be
able to do this. If you change your
booking, we will charge you €15 for
each person in your group

If you make a booking with us, you
must take out suitable insurance,
either with us or with another
company. If you have a known
medical condition, please tell our
sales agent when you make your
booking

We try hard to avoid flight delays,
but they do sometimes happen. If
there s a delay, we will try to provide
extra services, food, and
accommodation. If we are unable to
provide these services forany
reason, then we will pay you
compensation.

2 Look at the booking conditions. Which ones are about

1 situations / problems the tour operator may have?

when you were on holiday? Tell your partner about it.
Where were you? When was it? Who was with you?

What happened?

1 Cancellations 2 situations/ problems a tourist may have? .

2 Booking changes 3 situations / problems that happen before a hohlday?
3 Compulsory insurance 4 situations / problems that happen during a holiday?
$ Pgtconn 3 Have you (or your family or friends) ever had a problem
5

6
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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
t an average of 3.5 cards each, There are 246
card transactions every second in Britain,
and the average weekly spend is £100.

e Language spot
ilfl

1 Lookat the booking conditions again.

1 Underline the sentences beginning with if.

2 Arethese sentences referring to the past, the
present, or the future?

3 What verb tense is used in the if part of the
sentence?

4 What verb forms are used inthe ather part of the if
sentences? (Hint: There are four different forms.)

2 Match phrases from A with phrases from B to create
information and advice for tourists.

A B

a please ask for assistance -
we serve more than 1,200
towns and cities in the
country.

1 Ifyou travel with us
toanairport,

2 Ifthedestinationyou b wecannot accept
want is not listed responsibility for your
in this timetable, complaint.

3 Ifyou haveaproblem ¢ tellthedriveratthe
during the journey, earliest possible moment.

4 Ifyou havea
complaint to make
during your holiday,

d you may be asked to pay
asmall surcharge at some
hotels on the tour.

5 Ifyou do not contact
our representative
before the end of
your holiday,

e you must allow at least
one hour between the
coach arrival time and the
flight check-in time.

6 If you have asked for a
special diet,

f you must contact our
representative at the resort
before you return home.

3 Complete these four pieces of information / advice for
a tourist coming to your country.
1 Ifyouaregoingtohireacar,...
2 Ifyoucome to our country in the high season, ...

3 Ifyouareavegetarian, ...
4 If..

» Go to Grammar reference p.126

Pronunciation

G Listen to the words and write them in the correct
column.

hat /=/ pay /el/ sit/1/ five /a1/

planned change in time

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’?

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 Arethe pricesin the brochure all correct?

What happens if we cancel our holiday?

Do we need insurance or is that included in the price?
Can we change our booking if we have to?

Will we definitely get the hotel we asked for in the
booking form?

LV, TN S VS R )

6 What happens if there are flight delays?

The travel agent should look at the booking conditions,
but try to answer in her / his own words, like this:

CUSTOMER Are the prices 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 tell you before you sign
the booking form.
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It’s my job

Huayan Ye

Huayan Ye works with Spanish-speaking tourists in
China.What does she think of them, and what does
she do when she's not with her clients? Read on and
find out.

Studies: Spanish, a bit of tourism,and international
relations at Beijing University.

Job: Working in the biggest tourism company in
China-it's called CTS —in the inbound tourism
department. | look after Spanish tourists and tourists
from Latin America. We offer them tourism services —
hotel reservations, transfers, visits in China...

Why tourism? | like talking to people. | want to show
foreign visitors the best of China.

Likes: | really like marketing and sales. Our
department doesn't just look after the Spanish. It
also studies the Chinese market. Right now it's
growing a lot. 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 demanding!
The Spanish have a lot more experience travelling,
and they know so much about tourism.That's why
they are demanding, but that’s good for us.

Free time: Young people in China like to go out fora
drink, go shopping, go to stores, study English. | like
reading, listening to music, and | study Latin-
American dance -salsa, tango. And like all young
women, we like to buy clothes, shoes, cosmetics ...

Listening
Handing over tickets

[ PassENGER ISSUING AGENT
BORDONIs GIDRGIO MR CANTRAVEL TORONTO CA 8541 x

CABRIER _ FLIGHT# _ DATE. STATLIS FARE.CL.
TUROHTU YY¥Z ﬁIRCﬁH ACO34] 12616 | 2335 121D|0I< RAS

| BUENOS AIRES EZE AIRCAN ACO9S 23AUG 1655 0835 OK WAL
[ == U0T0 -
== UOID --=

RESTRICTIONS BODKING
NONE HT"IHlE‘.:I HfA OERMEE.SERF SADM CDA

CURRENCY FARE  TAX
CAN$ 3881 899.74 3’481 74

1 Lookat the flight ticket and find

1 thenameofthepassenger 5 thedestinationofthe
2 thedate of travel flight

3 theflight number 6 theflight times

4 theorigin of the flight 7 the cost of the ticket.

2 ( Listen tothe travel agent handing over the ticket.
Which of these pieces of information does he confirm
with the client?

3 What does Mr Bordoni ask the travel agent about?
4 () Listen again and complete the dialogue.
T Here's your ticket. Let's just go through the
1 So,that’s Toronto-Buenos Aires
?leaving Augustl2on_______ 3
AC094.__ A Torontoat23.35hand
5Buenos Aires the next day at 12.10.

B That'snottoo bad.
T No,it’s a good flight. Then there’s your return. That’s
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Checklist

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

I can take a holiday booking from a client in
a travel agency

I = I understand basic ideas that | read or hear
; i about GDSs
August 23, flight AC093. 6 Buenos Aires
at16.55.___ 7Toronto 06.35.0ne passenger— | zz:'\ ask for the r;ear;ing of travel
eviati
yourself. Total __ #5$3,950.74. e
B Ouchl That includes taxes, no? | can explain holiday terms and conditions
T Thatincludestaxes, %, and 10: I can issue a ticket and check the booking
B Anditis 1 details with the client
T One hundred per cent refundable, Mr Bordoni. If you
don'tgo,youdont___ 12 AndasIsaid,you —
canchangethedatesoftravel 1 Key words
14 two hours before take off. Nouns
B OK.That'sgood. Willyou_______ ¥the abbreviation insurance
company directly? balance inventory
TN bl cancellation key data
o problem. CRS —computerized maximum stay
B Then... thenthat’s everything, [ think. reservation system meal basis
T Good. deposit details minimum stay
B Thanks for your help. fare sutharge
T Ourol N Bordogil GDS ~global tariff
3 s r distribution system tax
Verbs
[ ]
Speaking cancel
Checking the details comim
guarantee
i _ |BLOBETRANS TA BERLIN 2344 x issue (a ticket)
Lpiie: & CARRIER _ JFLIGHT# | DATE | OEF | ABR (STATUSIFARECL| retrieve (data)
{ W [ | [ [ oK [saN store (data)
L | LR i
FLEX NON-TRANS KMHIEE.E HA DERNEE.SERF SADM COA_ Next stap
CURRENCY/FARE  |Tax  |TOTAL
t = —————= H m’lm mm Ml Im“l M ”m m"lﬂ - 1 Doyou like being in airports or stations or do
you get nervous before you travel?
1 Think about a return flight you would like to take. 2 What doyou do while you're waiting in

Complete the blank ticket with details of your journey.

; T airports or stations? What facilities do you
Make sure all of the information is properly covered.

normally use?

& GlveyoursticketloyourpRetang 3 Haveyou ever had a problem when setting
3 When your partner is ready, ask for your ticket. Your off on the start of a journey? How did you
partner should check all the details with you. Correct solve it?

any details that are wrong,

4 Changeroles and take the role of the travel agent.
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12 Airport departures

Take off

1 How many airports have you been to?

2 What's your favorite airport? Why?

3 Where do you think would be the most interesting
place to work in an airport? Where would be the most
dangerous?

Where in the world?

1 Does the plan show the departures level or the arrivals
level?

2 What happens when travellers depart from and arrive
at an airport? Divide the following into departure and
arrival procedures and put them in the order in which

they occur.

a passportcontrol g baggagereclaim

b boardtheplane  h check-indesk

¢ security check i departure gate

d immigration i getoffthe plane (disembark)
e departurelounge k customs

f arrivals hall

3 Istheairport similar to your local airport?

—< = First class lounge S

e = : :
d—) == Business centre

Business lounge
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1

2

$a

in this unit

® airport facilities, services, and procedures

@ responding politely to questions and requests
@ airport dialogues

@ giving orders, stopping people doing something

Vocabulary
Airport facilities and services
What do the symbols of airport facilities represent?

Which symbol represents a place where

you can store your baggage?

you can get emergency medical treatment?
youcanrenta car?

youmay have your luggage searched?

you might find something you have lost?

T AN o W

Match the words in the list with the symboals.

a hotelreservations j lostproperty r lifts

b immigration k smokingarea s bar

c luggage trolleys 1 post office t firstaid
d restaurant/café m information u customs
e bureaudechange n hairdressers v toilets

f baggagestore o escalators w telephones
g emailandInternet p departures x arrivals

h railway station q shops y carrental
i cashier

Work in pairs. Five services or facilities donot have a
symbol. Design suitable symbols, and compare with
the class.

Reading
Working in airports

1 Makealist of the different jobs there are in an airport.
Which job would you most / least like to do?

2 Read the article for people training in tourism and
complete the missing sections with the extracts below.

EEss e saaansaeeaeemgert e 0 5
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,suchasthe______ 2

The work of the airline ground crew includes :
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, including 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 1) 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 of these 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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Vocabulary

Airport language
Mation mﬁ :
; ® _— '
| l ¥s = -y

1 Which airport workers are shown in the pictures?

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.

What does the turn-around team do?
How many people are in the team?

Does Ali have any special qualifications?
What is the main stress in his job?

What does he like most?

What does he like least?

Does he get any special ‘perks’ or benefits?
What does he plan todo in the future?

00 <N O V1 bW N

2 (y Listen again and complete the questions that the

interviewer asks. 2 Complete the questiops with ';hi WOIES inthe list,and
§ Vit Aok 3 say where each question would be asked.
2 How many ? sharp objects ticket help board
3 What qualifications meeting point ~ window  aisle suitcase
4 Isit purpose baggage  passport help
checking in landed meeting
5 Whatdoyou
6 And 1 Canlhave your and ?
7 Soyou're 2 Hastheflight yet?
8 Doyou 3 Did you pack your yourself?
4 Areyou someone?
L 3 : P ?
Find out 5 Whatisthe of your visit!
6 Areyoucarryingan inyour hand luggage?
Find out about your nearest airport and complete the ¥ st ¥ BE8
7 Couldyou me?
fact file.
8 Canl you?
9 Hasyour been in your possession at all
- Transport options to city: times?
F AGT F : I_E 10 Arethereany seats available?
il lie Cost of return trip to city: :
AOCRY: 11 Canyou tell me where the is?
Name of airport: ... ;
Aivsort md: Hotel options (at or near airport): 12 Isittoolateto the plane?
u Ip . i 13 Areyou any bags today?
T1INES OPEIALING: v ot 1At FACHHLIES: oo 14 Would you like an seat?

Information — telephone number:

Information — website / email:
VIP lounge:

Shopping facilities: ...
BUSINESS SEIVICEST ... ccivmmssssrpmeriasensss

Lost |uggage _te[ephone Car hire Companies Operating‘.

number:

Distance from main city / citiesin ~ Car park fees (short stay / long

region: stay):

3 Which questions are asked by passengers?
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The world’s busiest airports

The world’s busiest airports in 2002 5 Tokyo (HND) 58.7
(millions of passengers) 6 Dallas/ Fort Worth (DFW) 55.2
1 Atlanta (ATL) 75.8 7  Frankfurt (FRA) 486
2 Chicago (ORD) 66.8 8 Paris (CDG) 48.0
3 Los Angeles (LAX) 61.0 9 Amsterdam (AMS) 395
4 London (LHR) 60.7 10 Denver (DEN) 36.1

e Language spot

Responding politely to questions and
requests

T Match the following responses by airport workers with

the five passenger questions in Vocabulary 2.

a Certainly. How canlhelp?

b I'mafraid it is. The cabin doors have been locked.
¢ No,I'msorry,it hasn't. There's been a delay.

d Yes,of course.It’s just over there, next to the
newsagents.

e I'mafraidthere aren't. The flight’s very full.

2 Which expressions are used as more polite alternatives
to yes and no?

3 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 Canwesmoke here?

2 Canlgotothe front of the queue?

3 Isit OK totake my guitar on as hand luggage?

4 Isthere any chance of an upgrade to First Class?

5 Inpairs, 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 questionstoa
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 dothey take place?

2 Note down the flight numbers, gate numbers, and
cities that are mentioned.

2 (p Listen again and complete the dialogues.

CONVERSATION A

A Could you 1?7 I'mtrying tofind outifa
flight has arrived or not.

B 2 Areyoumeeting someone?

A Yes,my brother. He was due inon *from

4 Has it arrived yet?

B Yes, Sletmecheckthe. &
Here it is. It arrived an hour ago. He should be
coming through 7about now.

A Right,I'll gothere. 8, you say?

B Yes,orifhe’snotat 9 try the

10

A That’sagoodidea.Can Uwhere the
meeting point is?

B 1 It'sjustoverthere nexttothe
newsagents.

A Thanks for your help.

B e B

CONVERSATION B

C Hello.Canlhaveyourpassportand___ %2

D Hereyouare.

C Thank you. Are you 2any bags today?

D Justthis one. The other’s %

C Canyouputitonthe 4? Thanks. Did you
— Syourself?

D Yes,Idid.

C Hasanyone & your luggage in any way?

D No,theyhaven't.

C Areyou carrying any "such as nail scissors?

D No,I'mnot.Can 8if there are any
window seats available?

C No, ?there aren't. The flight's very full.
Would you like an aisle seat?

D Yes, that'lldo.

C OK.Here's your 10, You'll be boarding
through #in 30 minutes. Have a

12

D Thank you.

Speaking
The check-in and information desks

Work in pairs. Student A, look at p. 113. Student B, lock at
p.114.
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F

compensation (n) money that much or you are not happy with

you pay to sb because you have
injured him/her or lost or
damaged his/her property

sth you have bought

volunteer (n) a person who
offers or agrees to do sth
refund (n) a sum of money that
is paid back to you, especially doit
because you have paid too

without being forced or paid to

Reading
Air passenger rights
1 What things can go wrong for air passengers? Think

about: before boarding, during the flight, after landing.

Z Now look at the front page of a European Commission
leaflet about air passengers'rights. What do you think
air passengers have aright to in each of the four
categories?

If you are denied boarding, the airline must...
If your flight is cancelled, the airline must ...

Having problems with
yourjourney?

ights.
The European Union (EU) has strengthened yourrig

Here are the most important.
NGS GO WRONG - 5
Eth:'.'-':EIU has created a set of rights to ensure ai
ted fairly.
assengersare trea ‘ -
zhe airfine operat‘mgyourﬂlght is respc;n:;ii; ot
transporting you and your baggage: an

your rights.

£NIED BOARDING
Ef)Vere you denied boarding because the

airline did not have enough seats on
the flight?

CANCELLED FLIGHT
Has your fiight been cancelled?

s your flight delayed for two hours of
more?

BAGGAGE ‘
Has your checked-in baggage been

damaged,deiayed, orlost?

@ e

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 checkin on

time, for any flight, including charter:

* from an EU airport, or

* to an EU airport from one outside the EU, when operated by
anEU airline

DENIED BOARDING

When there are too many passengers for the seats available,an

airline must first ask for volunteers to give up their seats in return

for agreed benefits. These must include the choice of either

refund of your ticket or alternative transport to your destination.

If you are not a volunteer, the airline must pay you

compensation of:

* €250 for flights of 1,500 km or less

* €400 for longer flights within the EU, and for other flights
between 1,500 km and 3,500 km

* €600 for flights over 3,500 km outside the EU.

The airline must also give you:

= 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:

* achoice of either a refund or your ticket (with a free flight
back to yourinitial point of departure when relevant) or

* alternative transport to your destination,and meals and
refreshments, hotel accommodation when necessary
(including transfers), and communication facilities.

The airline may also have to compensate you at the same level

as for denied boarding, unless it gives you sufficient advance

notice.You shall be informed about alternative transport.

3 Workin two groups. Group A, read about ‘Denied
boarding’and ‘Cancellation’. Group B, read about ‘Long
delays’and ‘Baggage’.

1 Checkto seeif 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.
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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 / 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 if the airline operating

the flight expects a delay

* of two hours or more, for flights of 1,500 km or less

» of three hours or more, for longer flights between 1,500 and
3,500 km

= of four hours or more for flights over 3,500 km

the airline must give you meals and refreshments, hotel

Speaking
Incident and action log

1 Ingroups,look at this airline ‘incident and action log’
For each of the incidents, decide if the airline acted

accommodation when necessary (including transfers), and
communication facilities.

When the delay is five hours or more, the airline must also
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 for damage caused 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.

For damage to checked-in baggage, you must claim in writing
within seven days of its return and for delayed baggage
within 21 days of its return.

2 Have any incidents like this ever happened to you, or
someone you know? Tell the rest of the group about it.

correctly according to the European Commission leaflet.

Airline action

Incident

Passenger action

1 Five passengers overbooked on
flight from London to Paris

No passengers volunteered to go on to
alternative flight

Passengers selected randomly and put on
alternative flight (three hours later). Free
meal and drink given as compensation, plus
€50 voucher for the Gift Shop.

2 Flight from Rome to New York
cancelled at last minute due to
technical problems

3 Flight from Zurich to Dublin delayed
by one hour and 30 minutes

4 Flight from Madrid to Tokyo
delayed by seven hours

All passengers moved on to flight on
next day

Hotel accommodation given (plus meals and
transfers).In addition compensation of €250
paid to each passenger.

n/a

Nearly all passengers agreed to wait,
but two wanted to cancel and get a
refund

Free drink given to all passengers.

Meals and refreshments given, plus offer of
airport hotel accommodation. No refunds
given.

5 Baggage lost on Bonn to London
flight

6 Suitcase damaged,and some
contents broken and missing (on
same flight as 5)

Passenger claimed €2,000
compensation

Passenger made verbal report to clerk,
but written claim received eight days
later

Passenger given €1,000 compensation and 2
10% discount voucher for a future flight.

Passenger given €100 compensation.
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Customer care 6 I'mafraid —the cabin doors have been shut.
7 8T the barrier! If you do,
Care or control? call security,
8 Now, my colleague at the airline desk
over there, that you get on the next
available flight.

e Language spot

Giving orders and stopping people doing
something

1 Look at the different language areas used in the table

1 Atairports 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?

2 What are the safety or security risks in the cartoon?

3 What should the member of staff say to the passenger?

Listening
Two more airport dialogues

1 Workin pairs. What problems can passengers have at
airports (a) with their luggage, (b) if they arrive late?
2 (y Listen totwo dialogues.

1 Inwhichdialogue is the airport employee showing
care and in which is she showing control?

2 Make notes on the problems,
3 What solution(s) is / are offered in each case?

3 (p Listen again. Complete the sentences. You may need
more than one word per space.

1 _____ totheoversized baggage desk—
sometimes bags go there 3

2 Yes,I

3 Inthe meantime, fill in this form, so we
can trace it?

4 Ifyou wait over there, this
out.

5 Excuseme,sir.I'm
through there.

,but you

below.

Language
area

(Giving an order/
instruction)

(Stc-)pping someone
doing something)

1 Imperative Take off yourjacket! Don't smoke here!
2 Canyou/ Canyou take Can you please
could you? offyour jacket? not smoke here?
3 I'msorry/ I'msorry,butyou’ll I'msorry,butyou
I'mafraid have to take off can't smoke here.
your jacket. orl'mafraid thisisa
nosmoking area.
4 Ifclause  Ifyoutake off Ifyou want to
your jacket,wecan smoke,you'll have
let you through.or togotothe
If you could just special area.

take off your jacket.

Z Which of the examples seem firm but polite, and which
seem firm but direct?

3 Find other examples in the listening script on p. 136.

Go to departure gate

immediately

» Goto Grammar reference p.126

4 Write similar sentences for these situations.

Wait behind
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Checklist

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

| candescribe airport facilities and services

| can respond politely to questions and
S — = requests

Pronunciation | can understand and participate in a variety
of airport dialogues

When we deal with the public we usually want to

sound firm bt polite. | can give orders and stop people doing

something
1 ) Listenand decide whether these sentences are (a)

firm but polite o7 (b) firm but too direct. B - T oanaa

ﬁ
a
=
—_
o
B

1 Canyoutake off your jacket? [} [} Key words
2 Canvyoutake off your jacket? O O Airport staff
3 I'msorry, but you can't smoke here. 0 0 baggage handler
4 [I'msorry, but you can't smoke here. O 0O cabin crew
5 Ifyoucouldjusttake off yourjacket. 0O O ground crew
6 Ifyoucouldjusttake off yourjacket. O 0 mechanic
7 I'mafraidthisisano-smokingarea. 0O ] Mrartol 4 d
8 I'mafraid thisisano-smokingarea. 0O O T A
aisle departure lounge
2 (i Listen and repeat. Be firm but polite. baggage reclaim escalator
: s ; i barrier immigration
3 Try saying the following in a firm but polite voice. biirasiide change o2 p?operty
1 Canyou put your bagin the tray? customs passport control
2 Ifyou could take you watch off. departure gate security check
3 T'msorry,but youcan't take photos here,
4 TI'mafraid you can't use your mobile here. Other nouns
boarding pass scales
3 limousine seatbelt
Speaklng passenger flow trolley
Controlling passengers Verb
land

1 Lookatthe situations. For each one, decide why it is
wrong, give a possible reason for the passengers

behaviour, and say what level of firmness is required. _

1 Passenger not waiting behind line at immigration Next stop
2 Passenger not wanting to take off shoes at security
check 1 Whatencounters have you had as a tourist
3 Passenger refusing to open suitcase at customs orvisitor in any of these plaresiatians
4 Passenger going through a door marked ‘Private’ agency, a tourist information office, an
5 Think of another airport,a hotel,or when using a website?

2 In pairs, role-play the situations. Passengers should be 2 Whodidyou meet?

insistent; employees should be firm but polite. 3 Howdid they help you? How do you rate
the service they provided?
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—
Pairwork

Unitl p.8

Job skills

Student A

Information Jamyang Shiwah Maria Sanchez

@onality Tibetan

Age 29 o
Job < Mountain tour guide o

Qualities and skills

Physicalf-y_ﬁt
Knows the mountains

Working hours

Varies. 24 hours a day
when on an expedition

Typical daily tasks

Things he / she enjoys
about the job

Relaxing after work

Meets and greets the travellers;
guides them along the route;
looks after them; interprets

fhe mountains, the outdoor life,

meeting different people

Plays music

Own holidays With his family in the city
Unit2 p.14 Top 10 Tourism Earners
The biggest spenders and the biggest earners 9
Student A .
Top 10 Tourism Spenders
Position Country Expenditure y
($ billion) o
1 the USA 62.1 -
2 Germany 48.1 E :
% the United Kingdom 36.4 é an
4 Japan 35.6
5 Spain 247 e 30
6 France 184
7 Italy 177 v
8§  Austria 135
9 Canada 127 )
10 the Netherlands 3 .

Country
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Unit2 p.19

Describing a destination

Location and geographic features

e southern hemisphere

between Atlantic and Indian Oceans

12 million square kilometres

central plateau (or ‘veld’) with mountains to the
south and east

* dramatic coastline and many beaches

Climate
e warm, temperate, and dry
* 65% of the country has less than 50 ¢cm rainfall a year

Tourist attractions

* mountains and fabulous beaches

* vyineyards

o wildlife reserves (e.g. Kruger National Park - 137
mammal species, 430 bird species)

o (Cape Town — lively city life and culture

Other
* tourism is a major industry
e problem of rising crime in some parts

SEYCHELLES

Location and geographic features

e middle of Indian Ocean

* 1,500 km east of Africa

e 115islands

e 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

o fabulous beaches (e.g. at Praslin)

e the climate

e unigque flora and fauna, including the giant tortoise
* honeymoon island (‘paradise’)

Other
* economy relies on tourism
* tourism employs 30% of the workforce

Unit3 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)

Tourarea+  Beachresort holiday

type

Airfares Not included. Client must organize

Transfers Transfers to and from airport on first and
last day included. Private minibus used

Meals Breakfast & evening meal. Breakfast &
lunch on day of departure

Hotels All hotels locally owned and managed.
Maximum size = 24 rooms. All hotels
have private gardens and luxury-class
services, etc.

Groups Not accepted. Maximum 4 people per

(= 7+ people) booking.No minimum

Discountfor None
groups

Travel agent’s 10%
commission

Brochures Available next month for next season

Now change roles. You are the travel agent. Ask your
partner about culture and folklore tours to Mexico. Use
the ideas in the ‘Tour feature’ column of the box to
guide you.
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Unit5 p.42

Suggesting alternatives and making a
recommendation

Student A

1 Youare asales consultant. Your partneris a customer.

Suggest alternatives from the box for the situation the
customer describes. Finish by recommending the best
option.

Suggestions

Situation1 Atrip to the Pyramids and the Nile
A pass to the Formula 1race at Monaco
A beginner’s course in scuba diving

[Your own suggestion]

A round-the-world flight
Asafariand beach package in Kenya
Acruise around the Caribbean
[Your own suggestion]

Situation 2

Situation 3 Anoperatourof Germanyand Italy
Atour of the Greek Islands
Atrip to Patagonia

[Your own suggestion]

Now you are the customer. Go into the travel agency
and ask for advice for each situation. Ask the sales
consultant for at least three alternatives for each
situation.

Situation4 Youand your friends have just left
university. You want to travel together around Canada.

Situation 5 You want a family holiday for you and
your wife / husband and your two small children.

Situation 6 You want a very special holiday for your
parents who are about to celebrate their 25th wedding
anniversary.

Unit5 p.39

Investigating a client’s needs
Sales consultant

You are the travel agent. There are two customers
browsing in your agency. Go up to them and begin to
establish rapport. Invite them to have a seat and then
use open questions to investigate their initial needs.
Make notes of what they want.

Unit 4 p.35

Changes in tourist motivation

Student A

Survey A: What were the main reasons for your holiday
journey? (1986)

1
2

O 00~ v W

10

U

Switching off, relaxation

Getting away from everyday life, and having a
change of scene

Recovering strength

Experiencing nature

Having time for one another (friends or family)
Getting sunshine, escaping from bad weather
Being with other people, having company
Eating well

Having fun and entertainment

Doing what I want, being free

nit 10 p.89

Cultural differences

Don't havelong 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 walkin frontof an older person.

Don't leta postor 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 pointaknife in the direction of anyone.

Don't turnyourback onan 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
direction.

Don't takefood 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 Resoris

" H10 Las Palmeras (T

The H10 Las Palmeras hotel is located in Playa de las
Americas, surrounded by generous subtropical gardens
with direct access to the seaside-promenade and only
15 km from the airport.

Food & drink

In the hotel you can find the 'Las Palmeras' restaurant,
where there is a buffet with show cooking, a Barbecue
Restaurant near the swimming pool, a Pool Bar, the 'Big Ben
Bar, which offers evening entertainment, a Piano Bar in the
Hall, and the ‘Ballena Bar', a snack-bar near the beach.

Unit 7 p.67

Taking a telephone booking

Caller1

guest name: Wei-Wei Lai

room type: single, smoking

contact telephone: 669 374 370 7713
arrival: Thursday 23

departure: Monday 27

credit card type: Visa

card holder’s name: Wei-Wei Lai
card number: 6381 8352 7497 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: 7400 6583 4545 4890

expiry date: 01/09

Sports & leisure

The hotel has two swimming pools (one heated in winter),
with a special section for children, three tennis courts, ping
pong, and billiards.

Facilities & services

Hairdresser, internet corner, private parking, souvenir
shops, car rental, money exchange, room service, TV, games
room, meeting rooms, and day and night-time
entertainment are also availablein the hotel.

Unit 8 p.71
Do you SWOT?

Student A

transport and access - transport links with the rest of
the country are very good (8)

accommodation — already good and getting better (S)

restaurants, etc. — good and varied but not geared to
tourism yet (O)

local food - original and tasty but not well-known (O)

nightlife and clubbing - 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 activities
(S)

the weather - unpredictable summers. Cold winters. (T)

marketing potential - very high but not yet used toits
full potential (O)

marketing strategy — no marketing strategy (W)

current advertising — only brochures and a poor web
page (W)

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 without any stops

Open-jaw trip: A return air ticket that allows you to fly
into a country at one airport, and leave the country
by a different airport

Return trip: an air journey that departs from and
arrives back at the same airport

Stopover: An interruption to a trip lasting twelve or
more hours

Terminal: The airport building that has all the facilities
for passengers that are arriving or departing

Unit 10 p.90

Escape and enlightenment holidays

Student A

RIO CALIENTE

Unit 10 p.88

Questions on Antarctica

Student A

Ask B these questions. Make notes and ask for
clarification and more details if necessary.

1 Where do ships leave from?
2 Do we getachance togoashore?

Answer B's questions using this information. 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.

Avariety of passenger ships sail to Antarctica and the
choice of ship can make a big difference to your journey
and experiences.

Antarctic cruises aren’t like other more well-known
cruises to warmer climates with discos and showbiz
entertainment, though the larger the ship, the more
likely there is to be entertainment provided.

What you will find is a number of very well informed
and experienced cruise guides working on the ship who
will give lectures on a regular basis about various
aspects of Antarctic history and natural history. These
will also often be around to socialize in the evenings
along with some of the ship’s crew and captain.

Hot Springs - Spa and Nature Resort
Primavera, Mexico

Rio Caliente is a natural hot springs spa and retreat centre, only 45
minutes from the international airport of Guadalajara, Mexico.
Situated on the slopes of an ancient valley, it offers the natural beauty
of the forest and mountains and boasts a perfect mountain climate.
Rio Caliente provides the ideal secluded location for the spa-goer
seeking rest, relaxation, and rejuvenation.

At Rio Caliente, you can enjoy daily yoga and water exercise, guided
nature hikes, soaks in hot mineral water, horseback excursions,
massage, aromatherapy, bec:ury and anti-aging treatments.

Recharge your spirit and your imagination. Recharge your body and
soul. Come fo Rio Caliente!
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Unit 12 p'| 03 2 Now change roles, You are a customer
meeting a traveller. Ask the information

The check-in and information desks clerk questions to find out about the
following.

Student A

Customer meeting traveller 1
Meeting: Ms Amanda French (business
contact)
= = Flight: from Auckland (NZ008?)
& | peatsavailable Note: VIP travelling first class

< AH : Customer meeting traveller 2

Flight: UA955

Note: Never flown before

Customer meeting traveller 3

Meeting: Ko Miyuki and family

Flight: from London but not sure of nurmber
Note: worried because you arrived late

1 Youare a check- in clerk. Look at the departures board and seat
availibility notes and answer Student B's questions.

REMINDERS: Customer meeting traveller 4
sk Check passenger has correct flight ¥ Ask security questions Meeting: Thorsten Krebs from Germany
3k Check in luggage & Give boarding pass and gate number Flight: VS019 from London
(hand luggage = one bag only) *k Point out if flight is on time Note:needs to be at very important
meeting at 16.30

Unit 2 p.14

The biggest spenders and the biggest earners -
Student B
Top 10 Tourism Earners sor
Position Country Receipts ($ billion) Ll i
1 the USA 85.2 60
2 Spain 36.4
g s0| - N (|
3 France 334 a
4 italy 275 %ok
5 the United Kingdom 231
30
6 Austria 18.0
7 Germany 16.3 20
8 China 16.2
10
9 Greece 13.1
10 Canada 10.8 0 1 2 3 4 5 6 7 ] 9 10

Country
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Unit 12 p.103
The check-in and information desks

Student B

1 Youare a passenger. Ask the check-in clerk about
departures and seat availability.

Passenger1

Flight: UAS00 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)

2 Now change roles. You are the information clerk. Look

at the arrivals board and answer Student A's questions.

Airport arrivals board

Unit 3 p.23
Talking to tour operators

Student B

You are a travel agent. Ask the tour operator questions
about package holidays to the beaches of Kerala in
Southern India. Use the ideas in the ‘Tour feature’
column of the box below to guide you.

Now change roles. You are the tour operator. Use the
information in the box to answer your partner’s
questions.

Tour feature Tour: Mexico and its folklore guided tour

Tourarea Culture and folklore circular tour from

+type Mexico City

Air fares Tourist-class ticket included

Transfers Transfers to and from airport and all
transfers during tour included. Coaches
and local taxis used

Meals All meals included except on the two free
days when only breakfast included

Hotels Only luxury-class international hotels used

Groups Accepted

(=12+ people)

Discountfor 7.5% for group 12-20 pax. 9% for groups
groups 20+ pax

Travel agent’s 9%
commission

Time now is 14.30.

Will send within 48 hours of receiving
address

Brochures
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Unit 5 p.42

Suggesting alternatives and making a
recommendation

Student B

You are a customer. Go into the travel agency and ask
for advice for each situation. Ask the sales consultant
for at least three alternatives for each situation.

Situation1 You are looking for an incentive trip for
your company'’s best worker.

Situation2 You are aboutto get married and are
looking for a place to go on your honeymoon.

Situation 3 Youand your partner are about to retire
and want to celebrate with a special holiday.

Now you are the sales consultant and your partner is
the customer. Suggest alternatives from the box for the
situation the customer describes. Finish by
recommending the best option.

Situation4 Atour of Northern India including a visit to
the Taj Mahal
Aweekinaluxury spa
An eight-day cruise around the
Mediterranean
[Your own suggestion]

Situation 5 A self-drive tourina motor home
A Greyhound Coach Canada Pass
A pass for the Trans-Canadian railway
[Your own suggestion]

Situation6 Anapartmentina Mediterranean resort
Atrip to Disneyland
Aholiday in a family resort village like
CenterParcs
[Your own suggestion]

Unit 5 p.39
Investigating a client’s needs
Customers

1 StudentsB&C

You and your partner are customers.

You are interested in an adventure holiday in South
America.

You are not sure exactly where you want togo-
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-youdon't
want to change planes anywhere outside Europe.

2 StudentsC&A

You and your partner are customers.

You are interested in a weekend break in a 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—perhaps
one of the Baltic capitals (Tallin, 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
interested in relaxing on the beach on an island.

You would quite like to do a bit of snorkelling or ewen
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 access — excellent for both domestic and
international arrivals (S)

accommodation — abundant but expensive and not
very good (W)

restaurants, etc. — varied, good food, interesting (S)

local food - world-famous ()

nightlife and clubbing - really good but only local
people know about it (O)

museums and art galleries - not very attractive and
often closed (W)

activities for families - there aren't many (W)

the weather — much too hot in summer. Rains all
winter. (T)

marketing potential - quite limited because most
tourists already know the city (T)

marketing strategy — a group of experts are preparing
anew strategy (O)

current advertising - the city only uses a limited
number of promotional techniques (O)

the image of the city —is often closely linked to other
cities in the area (T)

Camene de T ands aqo

Unit4 p.35
Changes in tourist motivation
Student B

Survey B: What were the main reasons for your holiday
journey?

1 Going to places I haven't visited before
Meeting new and different people
Opportunities to increase one’s knowledge
Experiencing new and different lifestyles
Having fun, being entertained

Just relaxing

Escaping from the ordinary

Being together as a family

Trying new food

Talking about the trip after I returned home

O WOV WM

=

Unit 10 p.90
Escape and enlightenment holidays
Student B

THE PILGRIMAGE ROUTE OF ST JAMES

Probably the most famous Christian pilgrimage route of
all is the medieval route to Santiago de Compostela in
northern Spain, burial place of St James. Pilgrimages
began in the 10th century.

We follow the whole route from Le Puy to Santiago in
ten stages. You can choose the section that passes
through the part of the country that interests you, and
you can start at any point along the route.

Your luggage is moved ahead each day, and you are
accommodated in comfortable small hotels and guest
houses with breakfast and dinner unless otherwise stated.

Depart any day you like from 1 May to 30 October.
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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 are occasionally 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 Town and Port
Elizabeth in South Africa, and Fremantle / Perth in
Australia.

One of the main rules that will affect your visit is that only
100 passengers at any one time may be landed in any one
place in Antarctica. This is to help preserve the fragile
ecosystem, If you are on a small ship of up to 100 passengers,
then you get a chance to go ashore every time, If the ship is
largder, then there will be less opportunity for landings.

Ask A these questions. Make notes and ask for
clarification and more details if necessary.

1 Doweneedavisa?
2 What are the ships like?

Unit 7 p.62

Giving information about hotels

Student B
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Unit9 p.79
The air travel route map

TeamB

Air ticket: A contract between an air carrierand a
passenger that gives the passenger the right ta
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

First class: The best service and highest fare offered by
anairline

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 passengerto 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
ata hub airport

Hotels Booking

InterCity Hotel Frankfurt .

HOTEL FACILITIES

This modern hotel in the city centre, styled for
the international business traveller’s needs, is

within walking distance of the city’s busy

fairground and the financial district with its

General Services
o DryCleaning/ Laundry Service o Meeting Facilities
o 24-Hour Front Desk o Secretarial Services

Business Facilities

Satety Deposit Boxes « Internet access

characteristic skyscrapers, and offers guests
free use of all Frankfurt public transport.

inclnding the return trip to the airport.

e Cots/ Cribs
« Restaurant
» Lounge/Bar

Left Luggage / Storage Facilities  « Black & White photocopying

« Faxservice
o TV & Video hire
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Unit 10 p.90

Escape and enlightenment holidays

Student C

Yoga and Meditation

Dhanakosaisa Budtht Meditation,
and Yoga retreat.centre

an ideal place for lé:

meditation and comp!ementaw
activities like yoga, t'ai chi, hiking,
and shiatsu. Dhanakosa sits by the
shores of Loch Viol and is surrounded
by the magnificent mountains and
forests of the Seéattish Highlands. It
provides a quietand-beautiful setting
for retreats.

Unitl p.8

Retreats are an ideal sh

at yourself

. " o)
itation

further with the help of experienced
teachers. This can help you develop
clarity, confidence, energy, and
positive emotion. These retreats
provide an excellent introdiction to!
buth meditation and Buddhism, |

F

Yoga and meditation: In these
retreats the yoga work is presented
as an important part of meditation
practice. The classes are taught from
basic principles and can be enjoyed
by people with any level of
experience.

Book early as these retreats are very
popular.

Job skills

StudentB

Information Jamyang Shiwah Maria Sanchez

Nationality o ” Mexican

Age o 3 25 O
JD_b —

Qualities and skills

Working hours

Children’s activity organizer in Cancun Mexico

Friendly and patient
Good with children

8. C'Oto 12. 00 and 16.00 to 20.00

Typical daily tasks

Things he / she enjoys
about the job

babysnttlng

Organizes games and activities;
takes children on trips; supervises meal times;

Working W|th children, being in a holiday resort

Relaxing after work

Reading or sleeping, sometimes dancing

Own holidays

Visits friends in Mexico and the US
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S
Grammar reference

1 Modal verbs, Verbs + -ing form
or the infinitive, Present Simple
and Present Continuous

Modal verbs

Modal verbs are special verbs that we use to talk about
necessity, obligation, ability, and possibility. The most
common are: have to, need to, must, can, 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
I/You/He/She/It/We/They can start work
immediately.
= subject + can + infinitive

NOT He can e start work immediately.
Negative

1/You/He/She/It/We/They cannot(can't) start
work immediately.

= subject + can’t + infinitive
NOT I dentean start work immediately.

Questions

Can I/you/he/she/it/we/they startwork
immediately?

= Can + subject + infinitive
NOT Beyewean 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 + -ing form or the infinitive

Some verbs and expressions are followed by the -ing
form or a noun. These include be good at, dislike, enjoy,
feel confident about, like.

Iam good at making people relax.

Other verbs and expressions are followed by the
infinitive, These include be able to, be willing to, can,
have to (=it is necessary to), know how to.

We are willing to work long hours.

Note that some verbs can be followed by to + infinitive
or -ing form, with no change in meaning. These
include: begin, continue, dislike, intend, like, love, prefer,
start.

She likes working independently.
She likes to work independently.

Present Simple + adverbs of frequency
Positive
1/You/We/They provide good service.

He/She /It provides good service.

= subject + infinitive
Negative

1/You/We/They donot(don't) understand the
language.

understand the
language.

He/She/It doesnot(doesn’t)

=subject + do / does + not + infinitive
Questions

Do I/you/we/they have aprivate bathroom?

Does he/she/it have a private bathroom?

= Do / Does + subject + infinitive

Be careful with the he /she / it forms.

NoOT He previde good service.

NOT She den-t understand the language.

We use the Present Simple to talk 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.

Tusually finish work at 5 p.m.

To talk about a temporary activity or arrangement in
the present we use the Present Continuous.

Present Continuous
Positive
I am working.

You/We/They are working.
He/She/It is  working.

=subject + am /is / are +-ing form

Negative
I amnot ('mnot) working.
You/We/They arenot(aren't) working.
He /She/It is not (isn’t) working.

= subject + am/is / are + not + -ing form

Questions
Am I working?
Are you/we/they working?
Is he /she /it working?

=Am/Is/Are+ subject +-ing form

There are some verbs which cannot be used in the
Present Continuous. These are have (= possess),and
thinking and feeling verbs such as dislike, hate, know,
like, love, remember, want.

I hate my new job.

NOT [4-hating my new job.

2 Describing features and
resources, Present Simple
Passive
Describing features and resources

We often use the Present Simple to describe features
and resources.

New Zealand lies in the South Pacific Ocean.
It consists of two islands.

The islands are very green. There are many beautiful
flowers.
The extreme north has got a subtropical climate.

Note: consist + of + noun.

Remember that we use There is + singular or
uncountable nouns and There are + plural nouns.

When describing a location we can use verbs such as be
or lie. However, it is also very common to use the
Present Simple Passive.

Present Simple Passive
Positive

New Zealand islocated inthe South Pacific Ocean.
= subject+am /is / are + past participle
Negative

New Zealand isnot (isn’t) located inthe South

Pacific Ocean. |

= subject + am /is/ are + not + past participle
Questions

Is New Zealand located inthe South Pacific Ocean?

=Am /Is/Are+subject + past participle
It consists of two islands.
N OT H-s-eonsisted of two islands.

The Balearic islands are located between Spain and
North Africa.
NoT The Balearic islands teeate between Spain and
North Africa.

Other verbs like be located are be situated and be found.

Mount Etna is found in Sicily.
The main harbour is situated on the west coast.

The verbs lie, consist, and have got are not used in the
Passive.

3 Present Simple questions,

Prepositions of time

Questions
We usually make Present Simple questions with do /does.

Do you have abrochure?

= Do / Does + subject + infinitive,



We usually answer Yes or No to these questions.

With some verbs, questions are not formed with Do /
Does. These include the verbs be, can, and have got.

Is thehotel nearthesea?

= Present Simple of be + subject
Can you give meadiscount?

= Can + subject + infinitive

Have you got abrochure?

= Present Simple of have + subject + got

Note that it is possible to say both Do you have? and
Have you got?

Question words

Sometimes we begin a question with a question word
when we want specific information. The most common
are: who, what, which, where, when, how, and why.

When does the tour begin?
How can I help you?

What and which can be followed by a noun.
What class of hotel do you use?

Other question words are how much, how many, how
often, how soon, how far, and how long.

How much does the tour cost?

Prepositions of time

We often use the prepositions in, at, on, and for to talk
about time.

in parts of days, months, seasons, years
in the marning, in the afternoon
in March
in winter
in 2007
to say how soon something is going to happen
The tour will start in two weeks.

at times of the day, mealtimes
at8am.,at4 p.m.
at midnight, at dawn
at breakfast, at lunch
also: at night, at the weekend, at Easter

on days of the week, special days, dates
on sunday, on Saturday afternoon
on Christmas Eve, on my birthday
on 7 June
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for totalkabout how long something will last
We will stay in Barcelona for two days / for a long
time / for a short time.

4 Giving reasons, describing

trends
Reasons

There are several ways of giving a reason for
something: because, because of, to, for, in case.

I'm in London because ['m going to a university reunion.
because + subject + verb

The flight was delayed because of fog.
because of + noun

We went to Berlin for my sister’s wedding.
for+noun

They're in New York to attend a conference.
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?
What's the purpose of the supplement?

Describing trends

We can describe current and past trends by using
different tenses.

Present Continuous describes a current trend.
People aretaking morediverse holidays.
=subject + is /are + -ing

Present Perfect describes a trend that began in the past
and which continues up to the present.

Independent holidays havebecome more popular.
= subject + has / 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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Itis 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
or slowly trends develop. These include:

slowly / gradually / steadily — strongly /sharply /
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.

Yes,Ido./
No,Idon't.

Do you often go on package holidays?

= auxiliary verb + subject + main verb

Note that it is more usual in English to reply to a closed
question with a short answer, rather than a simple yes
or no.

Open questions are used when we want information.
They begin with question words such as where, who,
what, which, when, why, whose, how. Other question
words beginning with how are:

how long (= time)

how far (= distance)

how often (= frequency)

how much / many (= quantity)

How did you travelhere? By train./Itravelled here
by train.

at 10 o'clock. / 1 arrived
at 10 o'clock.

When did you arrive?

= question word + did + main verb

Suggestions and advice

There are several ways of making suggestions and
offering advice.

You should +infinitive You should try the Best of
Australia tour.

Whydon'tyou +infinitive Whydon't you take the
full-board option?

+infinitive You could look for
information on the

Internet.

You could

IfIwereyou,Id +infinitive IfIwereyou,Idtravelin

the spring.
Your best option +infinitive Your best option is to hire
isto acar.
How about +-ing How about going by bus?
Have you Have you thought about
thought about +-ing going by bus?

6 Comparatives, Describing a

.
timetable
Comparatives
Look at the table below.
Adjective Comparing Comparing
two things more than two
things
One syllable +-er,-est cheap cheaper
the cheapest
One syllable +-r,-st large larger
endingin -e the largest
One syllable duplicate big bigger
ending inone consonant +-er the biggest
+one consonant

Note: we do not duplicate w.
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Two syllables replace y with
endinginy i+-er

easy easier
the easiest

famous
more famous
the most famous

Two syllables +more / most

Irregular adjectives good better
the best

bad worse

the worst

far farther/
further

the farthest / the

furthest

Other ways of making comparisons are
(not)as...as A busisnotasconvenient as a taxi.

less + adjective + than  The trains are less frequent
now than in the morning,

Describing a timetable

The simplest way of describing a timetable is to use the
Present Simple and a time or place phrase.

Thetrain departs at9.00.
=subject + present simple + phrase

A phrase can consist of

a preposition of time, e.g., at midnight, in the morning,
on Tuesdays

a preposition of place, e.g., from platform one, in the
main square, at the bus stop

We use verbs such as leave, depart, arrive, run, operate,
take.

The ferry takes one hour and thirty minutes.

To describe special rules or instructions on timetables,

a passive form is often used e.g., may / can / may not /
must / must not + be + past participle

Baggage must not be left unattended.

7 Describing location

Describing location

We use certain prepositions to describe where things
and people are. These include at, in, on, between, near
(to), and next to.

at forabuilding or an address
Many people stay at our campsite.
The guesthouse is located at 12 Northumberland
Avenue.

in foraspecific street, town, or country, and the
countryside in general
The hotel is in Northumberland Avenue.
I'd prefer to stay somewhere in the countryside.

on forrivers,the coast, famous streets, and floors of a
building
I'm staying at a hotel on Fifth Avenue.
Our room is on the seventh floor.

Note that both in and at can be used for buildings. In
generally refers to a position inside, while at 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 eppesiteto the station.

Near (to) means not very far from something or
SOmeone.
I'd prefer to be near (to) the financial district.

Next to means at the side of something or someone.
Iam standing next to the conference centre.
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8 Verb patterns, Superlatives

Verb patterns
There are several types of verb patterns:

The hotel provided a
questionnaire for each guest.

verb + object
provide, offer

The company is prepared to
invest heavily.

We are hoping to attract a lot
more customers.

The hotel needs to develop a
leisure programme.

verb + to + infinitive
be prepared to,
hope to, need to

verb + object + to We asked him to write a report.
+infinitive
give, send, ask, tell

verb + object Let your customers know about

+ infinitive changes to your services.

let, make The hotel made him pay a single
supplement.

Superlatives

When we are comparing more than two things, we use
the superlative form. Compare the rules for formation
of the comparative and the superlative.

Adjective Comparative  Superlative
One syllable +-er,-est cheap cheaper
the cheapest
One syllable +-7,-st large larger
ending in-e the largest
Onesyllable duplicate big bigger
ending in one consonant +-er the biggest
+ one consonant
Note: we do not duplicate w.
Two syllables replace ywith easy easier
endinginy i+-er the easiest
Two syllables +more/most  famous more
famous

the most famous

Irregular adjectives good Dbetter
the best

bad worse
the worst

far farther/
further

the farthest /

the furthest

Italy’s tourism campaign was judged to be the best.

The highest number of people voted for New York's
campaign.

All the campaigns highlighted the most interesting and
unusual aspects of the country.

In the same way that less is the opposite of more, most
is the opposite of least.

The least successful campaign was also the most
innovative.

9 Like or dislike, Polite questions

Like or dislike
. There are several ways of talking about things that we
like or dislike.
Strongly like really love
love
really like
like
prefer
quite like
Neutral don't mind
don'tlike / dislike
reallydon’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. /I really hate the
check-in.

She doesn’t mind waiting in the departure lounge.

Do you like landing?

Note that mind can only take verb +-ing.
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Polite questions

We usually make questions with an auxiliary verb and
amain verb.

Can you answer a few questions?
= auxiliary verb + subject + main verb

Where do you work?
= question word + auxiliary verb + subject + main verb

We can make questions more polite by phrasing them
in a less direct way.

Would you mind +-ing Would you mind telling me
what you do?

Could you give me a few
minutes of your time?
Canlask you +indirect CanlIask you where you work?

question

Could you + infinitive

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 Perfect to
talk about experience.

Past Simple
Positive

1enjoyed the tour.
= subject + past form

Negative
1didn't see the Northern Lights.
= subject + did not (didn’t) + infinitive

Questions Short answers
Did you visit the famous Ice Hotel?  Yes,1did.
No,Ididn’t.

= Did + subject + infinitive

We use the Past Simple to talk about something that
happened on a particular occasion in the past. We often
use time expressions with the Past Simple.

They found a much better travel company.
I tried windsurfing last year.

Present Perfect
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, [have.
No,Thaven't.

= Have / has + subject + past participle

We use the Present Perfect to talk about things that
have happened to us at some point in our lives. It is
generally not important when these happened because
the Present Perfect focuses on the experience itself.

I've climbed Costa Rica’s highest peak.

When talking about experiences, we often use ever
with questions in the Present Perfect 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 offer in
this form.

Many opportunities are provided to learn about the
important ecological work in the area.

Imperative

This is another structure that is often used in
persuasive texts, as it addresses the reader directly.

Book now for the thrill of a lifetime!

11If sentences

If sentences

We use if to describe actions or situations that are
conditional on other events. The if clause describes the
condition, while the main clause describes the action
oI consequence.

Ifyou require a special diet, please let us know.

We can talk about conditions in the past, present, or
future.

Condition

If + Present Simple, Present Continuous, Present Perfect

If you are travelling alone, you may have to pay a
surcharge for your room.

Note that we don't use will after if.

NoT If you wiH 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.

Itis not always necessary to begin the sentence with
the if clause.

We will offer a 50% refund if you cancel your holiday.

Note that there is no comma between the two parts of
the sentence when ifis in the second part of the
sentence.

12 Responses and orders

Responding politely to questions and
requests

When responding politely to requests and questions,
we often give expanded answers rather than simply
saying yes or no.

Could you help me? Yes, of course.
Do you know if the train is on time? Yes, I think so.
Has the plane left? Yes, I'm afraid it has.

We often begin a refusal or other negative 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, [ 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,

alot will depend on the tone of voice used to give the
order.

Imperative

The imperative takes the infinitive form. In the
negative, Do not or Don't come before the infinitive.
This is the most direct way of giving an order.

Fasten your seltbeats.

Don’t smoke in this area.

Please + imperative

Please + imperative is more polite than the imperative
onits own, but still rather official.

Please take your jacket off.
Don’t use your mobile, please.




Can /Could you... ? + 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)?
Could you fill in this form?

I’'m sorry / I'm afraid
It is polite to apologize when stopping someone from

doing something.

I'mafraid this is a non-smoking area.
I'msorry, you can't take photographs here.

If clause

An if clause can be used to ask someone to do
something. Ifis often followed by the Present Simple or
could. This is the most polite form of instruction.

Ifyou could just take a few moments to fill in this form.
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Listening scripts

Unit 1 Listening

Three jobs

1

[like the job.1like being the front line, the
first point of contact. I think I'm quite good at
dealing with people. [ know how to smile,
although sometimes on a bad day, it's hard. I
guess the tasks I do are a bit routine if 'm
honest -1 check in arrivals, hand out room
keys, process enquiries and reservations, that
kind of thing. I work shifts, which can be a
drag. [usually start at sixin the morning,
which is OK because I get off nice and early,
but then occasionally Ido the late turnand [
don't finish till after midnight — this week 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. 'm waiting for them
to come back, so I can see how they all goton.

2

Istarted here about two years ago. Asthe
manager,I'mmainly in the back office.Idon't
deal directly with the publicat the desk.Ona
typical day,I'm on the phone and the email
most of the time. | start the day by checking my
email, and that sets the agenda for the first part
of the morningat least. Thave to talk tolocal
businesses, hotels, tour companies, to check
that we're providing the service they want, that
we're stocking their brochures and soon.lalso
arrange presentations,and I get invited toalot
of social events to network and talk about
tourist information services in the city. I'm
working on a big presentation for sorne Italian
clients at the moment.

3

This is my second season. A lot of reps only
survive one season, because it's very
demanding work - we don't get paid a lot and
we only get one day off a week. Ifeelalot
more confident about things this time.1
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. Soloften don't finish until
midnight on changeover day.

Ilike working with people and on 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 right!

Unit 1 Pronunciation

agent guide pilot
attendant porter attractions
manager tourism calm
catering

Unit 2 Pronunciation

Russia London China
Madrid Italy Japan
France Mexico

Paris Tokyo

Unit 2 Listening

Where do tourists go?
Exercise 3

a Wehad a total of 19,000 visitors last year.

b The population is 80 million.

¢ Theaverageage of visitors to the museum
is 30.5 years.

d Ittakesabout 15 minutestoget totheairport.

Exercise 4
19 90 18 80 13 30 15 50
Exercise 6

OK, I'm going to tell you the top ten tourist
destinations in the world. The top country isa
European country - can you guess which? To
make it more interesting for youI'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. Inninth
place, we have Canada which had 20 million
visitors. Then there are two countries
together in seventh place: Mexico and Russia,
both with 21 million. In sixth place comes the
United Kingdom with 25 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 million; 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 top of the
charts, by along way, is ... France with 75
million tourist visitors. Did anyone guess
right?

Unit 2 Listening
]
Favourite places

I=Interviewer, L=Liz, R=Regula, V=Valery

I Liz, how do you like to spend your holidays?
L Well,'m ateacher in London and [ 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.

I Sowhatdoyoudo there?

L Lotsof walking through the hills. Or
sometimes I drive over to the east where
you've got the dramatic coastline of
Northumberland. It's still unspoilt. No one
can get hold of me. The cottage doesn't
even have electricity, so there's no phone,
no TV, and the mobile doesn't get reception,
unless you climb the hill at the back of the
cottage, but that's 600 metres ~soit's got to
be areal emergency!

1 Sounds great. What about you, Regula -
what's your favourite destination?

R Isuppose you could say that Andreas -
that's my boyfriend - and I collect cities.
These days with cheap flights, it's almost
cheaper than staying in Zurich, We go
away for long weekends about five or six
times a year. We've been to Vienna,
Budapest, and Prague this year already. 1
love art galleries and walking through the
streets of the ancient city. You get a feel for
the cultural heritage of a place. But my
favourite place at the moment has got to
be Barcelona.llove the Gaudi architecture,
and of course the delicious food. I think it's
the complete city. It's also the place where
Andreas and  went for our first holiday, so
it's got happy memories for us.

1 And finally, Valery. Where do you spend
your holidays?

V Usually,I goto the Mediterranean. My
father has a villa on Cyprus - my parents
go there for a relaxing break, but it's not so
interesting for me. I like to go to clubs with
my friends, meet girls, dance, and drink a
few beers.Ithink the best placeis Ibiza.I've
been there for two summers and it’s a good
scene with exciting nightlife and lively
bars.Idon't go for the sun. I think there are
too many crowded beaches. Last year,
stayed on for the season since I got a job in
abar. That was cool! Maybe I'll go back this
sumimer.

I Thanks everyone.

Unit 3 Listening

E e ———
Why choose a package holiday?
I=Interviewer, H=Helga

1 Helga, what would you say were the
advantages of a package holiday?
H Well, Ithink 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, for hotel
rooms, for accommodation in general, and
forother services. The independent
traveller simply cannot get prices as good
as ours. So yes, I'd say the low cost is the
mostimportant advantage.

I Arethereany otheradvantages?

H Well, yes, there are. Another important
advantage of the package holiday is that
you know how much the holiday will cost
before you've left home. The
accommodation, transport, transfers, a lot
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. With a family, where the money
they have might be limited, you know how
much the holiday’s going to cost you
before you leave home.

I Canyou give me one more reason for
taking a package holiday?

H Well, another thingis 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.

I Sothis means that you won't have any
problems —you canrelax,and ...

H Yes, you're on holiday with nothing to
worry about. And if you do have a problem,
there’s a rep, a representative of our
company, on site. So if you have any
problems, there’s sornebody who speaks
your language that you can goto and this
person will find a solution to your problem.
And this also produces peace of mind.

Unit 3 Listening
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The‘Peace in Burma’ tour

I=Interviewer, B=Begona

1 What are the features of Burma that
interest people from Europe?

B It's very peaceful. That’s an important

feature. Burma doesn't have a lot of

tourists compared to Vietnam, Cambodia,

especially compared to Thailand.

What else does Burma offer?

B There are very good beaches and we are
starting to have very good hotels alsa.

I Isit mainly beach tourism, or are there
cultural attractions that people are going
to Burma to see?

-
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B Well, cultural attractions are the most
common reason for visiting Burma.

I Canyou give us details of what sort of
things people see?

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 always 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 alot of the
temples. Also they can rent a bicycle, they
can go by horse-drawn carriageanditsa
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 gotois

Lake Inle, which is also amazing. We doalot

oftrekking by Inle 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 traditional. And we
gotothe school of Buddhism, alsoin

Mandalay.

Wow:. That sounds interesting|

B Yes, Mandalay's lovely. And then we move
to the beach. We use Ngapali beach. We
have to fly from Yangon or Mandalay to
Thandwe, and then to Ngapali. We stay
there two nights, and the beach is very,
very beautiful.

1 Isitdifficultto persuade peopletogoto
Burma?

B Alittle. The thing is that we find that
people don't know anything about Burma.
They are very scared, so we try toteach
them, we try to tell them where it is
located, that it's a very safe place, and we
are like teachers with them, because they
don't know what it is.

—

—
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Exercise 2

accept agent local travel
Exercise 3

brochure discount inclusive
commission domestic package
component holiday providers
customer include transfers

Unit 4 Listening
B
Reasons for travel and money
spent on travel

For British tourists, like most countries,

leisure tourism is the main reason for travel
with 53% travelling for this reason. Visiting
friends and relatives, VFR, is the next 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 travellers who are visiting
friends and relatives, not surprisingly
perhaps, spend less money and this is only 11%.

- . .

Unit 4 Listening
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Passenger survey

1

A Canlaskyouafew questions?

B Certainly.

A We're collecting information tohelp us
monitor passenger movements.

B OK.

A Canlask where you are from?

B We're from Pakistan.

A And where are you going?

B ToMecca.

A Isthatfora pilgrimage?

B That's right. We're going there to visit the
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 Isee. And how long are you planning to
stay?

B We'll probably stay for a week or so,
because we want to do some sightseeing
as well afterwards.

A OK, thanks very much. I hope it goes well.

B Thank you.

2

A Hello, madam, We're doing a passenger
survey to help with tourism planning. I
wonder if I could ask you some questions?

C Allright.

A Where are you travelling to?

C Bangkok, Thailand. One moment please ...
No, it's nothing. Sorry about that. [ have to
have the phone on in casethere'sa
problem at the office.

A No problem ... What is the purpose of your
visit? Are you travelling fora business trip?

C Yes,Isuppose so, but it’s, well, yes, it'’s also
pleasure too, atleast [ hope so. It's afam
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 new tour programme there
for the Italian market.

A How long is the trip?
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C Fivedays.
A Great. Thank you, and good luck,

3

A Excuse me, have you got time toanswera
few quick questions?

D Ithinkso.

A Canlstart by asking where you've
travelled from this morning and where
you're going to?

D I'mfrom London and Idrove here this
morning. I'm off to New York.

A And what's the reason for your trip?

D It's my brother's wedding and I'm his best
man!

A Averyimportant job. Does he live in New
York?

D Yes, he went there afew years agotostarta
software company —he's been very successful.

A Howlong are you staying?

D Well, probably four days, but I've got an
open return in case they ask me tostay on
for a bit longer. You never know ... was that
the New York flight they just called?

A I'mnot sure.Why don't you check? |
haven’t got any more questions.

D OK, thanks!

4

A Canlask you some questions for a survey
we're doing?

E Yes, of course.

A Have you just cormne in on the Madrid flight?

E Yes, butwe started in Buenos Aires. We are
from Argentina, but we had tofly to
Madrid because there were no direct
flights available.

A Where are you going to?

E Tolondon.

A Why are you visiting London?

E We are going to London for a study tour for
four weeks, We are learning English.

A Apart fromlearning English, do you have
any other reasons to be here, any other
things you want to do?

E Yes,we have alot of day trips and
excursions to famous places, and we want
to go to Scotland to see the Edinburgh
festival. We want to do sightseeing, but not
just sightseeing, we are here because we
want to know about the culture, and not
only because of the famous sights.

Unit 4 Pronunciation
e = 1
Exercise 1

Russia China Germany

Exercise 3

brochure destination package
change English passenger
chart Egypt pilgrimage
check-in expression religious
cultural language

Unit 4 Listening
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Interview with a Kenyan tour
operator

I=Interviewer, J=John Muhoho

1 John, tell us alittle about yourself and
how you started working in tourism.

] I'm39yearsold.Istarted working in
tourism in 1994, after finishing a degreein
Geography and Political Science at the
University of Nairobi. I started my
company, CKC Tours in 2000 with some
friends.

1 What do you enjoy most about the job?

J Meeting as many different people as
possible. I'm able to understand them, I'm
able to understand their culture, and of
course I'm able to get some money!

I Doyou get people from all over the world?

] Yes,Iget people right now because of the
Internet. Our site is able to generate
business because we have registered with
several search engines, like Google and
Yahoo.It's able to give us business fromall
over the world.

I Does most of your business come through
the Internet?

1 Not exactly, but a good portion of it -
maybe 25%.

I InKenya,istourismregarded as a good
industry to work in?

] Yes,it's the biggest.It's a very important
industry.

I So,why shouldIcome toKenya?

] Kenya offers a diverse range of interests for
visitors. We have 300 kilometres of coast,
with some lovely long beaches. There are
coral reefs, and swimming in the sea is safe
from sharks and sea creatures. That's one
side, that's the beach holiday. Then Kenya
is famous for safaris. There are 45 national
parks, where clients can come and visit
and see exotic animals like flamingos -
there are about two million of them. You
can also go hiking in the hillsand
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,
soyou can integrate a golfing holiday -
safari, beach, golf. We also have some
camels, where people can just gofora
camel ride.In a nutshell, I can say that
Kenya is a wonderful place for visitors to
come. Kenyan people are very friendly
people.

Unit5 Listening
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Allin 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.
I'mtold there are round-the-world tickets,
and [ 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.Iwonder if you can help us. We want to
go to Mexico to see the Aztec ruins, but we're
alittle 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 be OK with US dollars?
AndIsuppose Ineedavisa?

5

Hi. We booked with you last week to go to
Orlando-you know, Disney and all that. But
we're just a bit worried about it. Imean if
something happens while we're there.I'm
not saying an accident, but anybody can fall
ill.

Unit 5 Listening
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A new customer

T=Travel agent, K=Karl, A=Anita

T Hello.CanIhelp you?

K Hello. Yes. We want to go to Australia.

T Australia? OK. Have a seat and we'll see
what we cando,

A Thanks. Our daughter’s there and we want
to go out and do a bit of travelling with her.

T So,were you thinking about a package
tour, perhaps?

K Well, we were, but the problem is that
Nicki's already out there.I mean, there’s
not much point paying an airfare 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 Soyou'd prefer to do things on your own?
Be free to move around in your own time?

K Yes!

T Youwant something nottoo expensive ...

K No.

T ... butyou want to book your flights and so
on before you go?



K Yes,that's right. What do you think? What
should we do?

T Well, probably your best option is to travel
out to Australia independently, and then
once you're there, take a tour run by alocal
tour operator. Where is your daughter, by
the way?

A In Melbourne.

T Ah,that's great. There’s loads you can do
from there. And when exactly did you
want totravel?

A Well, ideally on the 20th of July. We can’t
really go any earlier,

T Andwhat about your stay? How long
would you want to be away?

A Three weeks, we thought. It would be nice
tostay longer, but ...

T Three weeks is fine. Now, let’s see. Your
daughter's in Melbourne, you said?

K Yes, sowe thought we'd spend a couple of
days there at the beginning while we get
used to the time difference.

T Good idea.lIt's abig difference.It'sa bitofa
shock for the body clock. So, let’s see... it's
Mrand Mrs...?

A Chodkiewicz,

T And have you booked with us before, by
any chance?

A We haven't actually, We were passing and

T That's no problem, Mrs Chodkiewicz. It was
just to see if we had you on the computer.
Now, what have we got that might interest

you...

Unit 5 Listening
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Presenting a product

T ... what have we got that might interest
you... Hmm,let's see ... there are a couple
of things that I can think of straight away.
Of course, a lot depends on what you're
interested in doing in Australia. Did you
have anything in mind?

K I'dlike to see Ayers Rock.

A Twant 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 big!

T Nottoworry. 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
goes 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 want.

A s everything included?

T Everything. The flights, the train, the

coaches when you go anywhere by road.

K Andthe hotels? And all the meals?

T Thehotels... and you can take the full-
board option with all the meals. But if I
were you, I'd take 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'sa good ideal

K Nineteen days did you say?

T That’sright.

K Hmm.It's abitlong, 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 Alice
Springs.

A That's where you go to Ayers Rock?

T That'sright.

K And it goes to the Great Barrier Reef?

T And Sydney. And asIsaid, it’s only thirteen
days so you'll have more time in
Melbourne,

K This is harder than I thought.

A Yes,it'scomplicated.

T Look,why don't you leave your contact

details with me and I'll have a look on the

Internet and in our brochures, and seeifI

can find anything else for you. Then if you

cancome in some time next week ...

OK.

Could you give me your name so I can set

up afile foryou?

A Chodkiewicz. Anita Chodkiewicz.

T CouldIaskyoutospell that?

A Yes, it's C-H-O-D-...

T C-H-O-D-..

- R
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ABCDEEGHLLKLMN,OPRQRSTU,
VWX, Y,Z
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Exercise 1

clean jet safe
easy leisure scenic
ferry plane train
Exercise 4

car fast harbour
craft guard ride
drive guide track
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Unit 6 Listening
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Transport systems and cable cars
in San Francisco

Welcome to the San Francisco 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. For information on
MUNI buses and metro services, 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-famous cable
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 ranning since
1873. They provide an unusual and
interesting way to see the city with stunning
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 they are
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-day and one-week
passes are available. You can board at any of
the stops indicated with the brown cable-car
sign. Cable-carriders should hold on tight
and take great care when getting on and off.

Unit 6 Listening
B s
A cruise ship worker

1started out as a junior waiter in the
restaurant of a four-star hotel They gave me
athorough training in all aspects of waiting,
including silver service - that's where you
serve the diners at the table - which you need
to know for jobs on cruise ships. I stayed there
for about two years before moving to work in
a French restaurant in Manchesterwhere [
was deputy head waiter.

I'd heard on the grapevine that jobs were
available on cruise lines. So,1 put togethera
letter explaining what I was looking forand a
CV listing my work experience.  sent these
off, with a photo, to some of the cruise lines
and cruise line employment agencies. One of
them accepted me after an interview 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 to mix with the passengers off duty
or use any passenger facilities. But we have
got our own social facilities, all food and
accommodation is free, and the social life on
board is amazing.

Unit 7 Listening
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A place to stay

1

Hi,Ineed a roomn for tonight ... No, just
myself ... That's right. Just for tonight ...
You've only got doubles? No singles? ... No,
no.Non-smoking.... Mm, OK.I'll take it I
guess. Thank you very much.

2

Hello.Is that Sea View? ... Do you have a room
for two for tonight and tomorrow? ... Yes,a
double or a twin. Either would be perfect.Is
the bathroom en-suite? ... A washbasin and
showeris 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 our children? ... No,all in the same tent.
It's a standard tent. A frame tent, [ think you
say ... Electricity? No... no,wedon't... No,
actually ... Imean, to tell you the truth, we'd
like not to be near the shower block. As far
away as possible in fact ... For two weeks
from July 22nd ... A deposit of 15%? OK. How
should Isend that?

Unit 7 Listening
e
Taking a reservation by telephone

R=Receptionist, C=Caller

R The Hadrian Hotel, Sara speaking.Can I
helpyou?

Hi. Would you have a room for next week?
For next week, madam? When would that
be exactly?

From the 12th to the 15th.

And would that be a single room?

No, it's for me and my daughter.

Would you prefer a twin or two singles?
Atwin, please.

Smoking or non-smoking?

Non-smoking.

Sothat's arriving Monday the 12th, departure
Thursday the 15th, twin, non-smoking?
That's right.

One moment, please. I'll just check
availability. Yes, we can do that. What

AMN"”nNnX™nOh®AN N
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nameis it, please?

Steinmetz. Barbara Steinmetz.

Could you spell that, please?

Yes, it's S-T-E-I-N-M-E-T-Z.

w [-N-M-E-T-Z.

That's right.

We need you to confirm this, Ms Steinmetz.
By fax or email. Or you can give us your
credit card details.

Credit card is easiest.

Could you give me the number of the card?
Just amoment ... Yes, it's 49 double 2 6481
6262 double 3 83.

Sothat's 49 double 2 6481 6262 double 3 83.
Yes, that's it.

Is that Visa, Ms Steinmetz?

No, it's Mastercard.

And what’s the name on the card, please?
My own name. It's my name.

OK. And could you just tell me the expiry
date?

It expires August 2008.

That's fine then, Ms Steinmetz. Your
reservation number is H-A-D, 280, 6 double
5,double 03.

... double 5,double 03,

Could I'ask you to use this if you need to
modify or cancel your booking?

Yes, of course.

And we look forward to seeing you on the
12th. Thank you for calling,

C Thank you. Goodbye.

R Goodbye.

AN ANnmnNnonxA N XN MNP MNXMN
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CanThelp you?

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

... ortwo singles?

Unit 8 Listening

Analysing your product
I=Interviewer, J=Jean

I Jean,what would you say the strengths of
the NewcastleGateshead product are?
J Iwould 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. Another strength is
the place because we're surrounded by
wonderful countryside and areas that are
very beautiful.
And your third strength?
Athird strength is that we've also got two
very vibrant cities. We've got the old parts
of Newrcastle —the castie and the area
around Grey Street, and on 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.

I Andyou've got the Sage, of course.

1 We've got the new Sage Gateshead, which
is a home to music, musical discovery,and
education, too.

I OK, fantastic. How about opportunities for
the city? For the cities!

1 Forthe cities. Well, we call
NewrcastleGateshead 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.

1 Athreat?

J We have a threat with regard tothe
perception that people have of the North-
east. They see the area as quite an
industrial place, which in reality itisn't at
all, so we do have to change that
perception.

I Right.

] Sothe perceptions in the UK, I would say is
our main threat.

I Amajor weakness?

1 Amajor weakness? Well, all the other cities
in the UK, such as Bristol and Birmingham
and Manchester, all these cities are using
the same product concept, which is the
vibrant European city. And it's all very
rmuch the same offer, so that’s a major
weakness.

I 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.

I Butthat'saweakness which is the result of
so many people wanting to visit
NewcastleGateshead, isn't it? Imean, it'sa
weakness because of your success in
marketing, surely?

] Yes,itisreally.

I Well, that's a nice weakness!

Unit 8 Listening
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Promotion in tourism

I Jean, can youtell me about the connection
between marketing and promotion?

1 Well, promotion is one of the four Ps of
what we call the marketing mix.

I ThefourPs?

] Yes, the four Ps. Product, in other words,
what you're offering. Price, which is how
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much it's going to cost. Place, which is

more about where you show the product

tothe client than about where the holiday
itself actually happens. And number four,
promotion.

Which is your area, if I'm not mistaken?

That's right.

So, tell us a little bit about promotions, then.

Well, the idea of promotion is to sell your

product. But the interesting partis,"How

do we do this?’, and the answer begins
with awareness, with making the
customer aware that the product exists.

I So promotion is making customers aware?

1 Yes, butit'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.

I Sowe know why we use promotion, but
how does promotion work? How do you
create a demand, for example?

] Well, creating a demand is a question of
promotional techniques.

I Youmean advertising?

I Yes. Advertising is one of the things we do
in promotion, but it's not the only
technique. Apart from advertising - you
know, magazines, TV, the media in general
~there’s also PR. That's short for Public
Relations. This could be an articleina
newspaper or magazine. An article is free
publicity, though it's never really free!

1 Sowe've got advertising and PR.Is there
anything else?

] Yes,there's what we call direct marketing,

I Youmean going straight to the customer?

] Yes.The provider—that could be a tour
operator with a package holiday, oran
airline with a special offer—the provider
contacts the customer directly, usually by
mailing information and news directly to
the customers on their database.

I And isthat emailing, or do you use normal
post?

J Alot of small tour operators use email, but
for most big companies, direct marketing
is letters through your door.

I Anyother promotional techniques?

1 There's also personal selling. Now that does
need anintermediary, because personal
selling is a travel agent sitting with a client.
And it's knowing who you spoke tolast
week and what they want. Personal selling’s
your smile. It's the human touch.

ey e et
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advertise improve strengths
ancient innovative threats
campaign marketing weaknesses
identify picturesque
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A typical flight? Well, for the passenger the
whole process begins on arriving at the
airport. Check-in first, and then you go
through security control, After thatit'sa
question of sitting around waiting for the
flight to be called. Boarding next —which is
the first time we 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. Alot 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 an hour, cruising at
33,000 feet, way above the clouds, Wonderful.

Unit 9 Listening
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The ups and downs of flying

1

Tactually love travelling to the airport, driving
tothe airport, because it's usually that
moment when you're getting away from
work, and it's just a pleasant thing todo.

AndIdon't mind landing. It doesn't bother
me. I know a lot of people get very nervous,
and of course it's much better whenit'sa
well-done landing, but it doesn't bother me.

2

Ireally don't like checking in.It's very rare
that you don't have to stand in a long queue,
and that there don't seem to be any
complications.

AndTIreally 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 to their seat, and not
being able to sit with whoever you're
travelling with. So, no, I much prefer
companies that give you seats.

3

Idon't mind going through security if there
isn't along queue, but I hate it when it
happens in places like London. Some of the
London airports have several hundred people
in the queue, and even though they go quite
fast, Ireally dislike that.

1quite like taking off. I've always loved the
feeling of leaving the land dowmn there and then
justrising in the air suddenly. I teally 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 all day. |
really hate that.

4

Idon't mind waiting to embark. You usually
have places to look around, or I take a book
and read, and it doesn't bother me too much.

I prefer window seats.Ilove having a window
seat when you can see a new place, some
place that you haven't seen before. But ifit's a
place I've seen before, and it doesn't have
anything special in it, Tlike an aisle seat so
can getup,

I hate waiting for luggage.It's one of the
things that often takes too long.

Unit 9 Pronunciation
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Unit 9 Listening

Low-cost or traditional?
I=Interviewer, M=Martin Stanton

1 Martin, would you mind answering a
couple of questions about air travel?

M Of course not. Fire away.

I Couldlaskyouhow often you fly?

M Quite often. Once a month, perhaps.
Sometimes twice.

I Youtravel on College business. CanIask
you if you use low-cost airlines at all?

M Isometimes use them, but | use traditional
airlines more.

1 Doesit bother you to fly with a low-cost
carrier?

M No, not especially. Basically, 1 use what's
best for a given trip.

I Which do you prefer - low-cost or
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 course, for the chance of business class
seats, which are great if you can pay for
them. And having your seat numberin
advance. I hate the race for seats on budget
aircraft.

I Whatabout on the ground?

M Well, with traditional airlines you don't
need tocheck in as early. But the biggest
difference is when your journey involves
two flights. Traditional airlines check your
luggage through to your final destination,
which is great.

1 So,foryou cost is the only real advantage of
low-cost airlines?

M It's the biggest one, and if you're travelling
as a family that's a real advantage. Plus the
fact that internet booking seems easier
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with budget companies for some reason.

I Butwould you say that for the business
traveller the traditional airlines are still
best?

M Yeah, definitely. And I don't see that
changing.

1 Well, thanks for your time, Martin.

M That's OK. A pleasure.

Unit 10 Listening
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At the trade fair

M=Mariana, J=Jurgita

M Wow! That was a tiring day.

] Yes,but wasn'tit interesting? I'd quite like
to go on most of those trips myself.

M I know what you mean. OK, what have we
got?

1 Well, in the adventure and action section
thought the water-based activities would
be good ~ diving in the Caribbean, that sort
of thing.

M There's also a great trip to Costa Rica: youcan
combine white-water rafting and biking
beneath active volcanoes, You could alsodo
horse riding and stay on a working cattle
ranch.

J Sounds good. I think we should
recommend a feature on Costa Rica.

M Agreed. What about ecotourism?

I TIliked the Antarctica section.

M Me too. 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 enlightenment’. There are the
regular spa and health resorts of course -
there was a good one in Mexico I saw.

M I also liked the pilgrimage to the Seven
Holy Cities of India.

1 OKlet’s gofor that—it would be a good
contrast to the Costa Rica and Antarctica
experiences. Finally, cultural tourism -
what did you get?

M Well, it's such a huge range. There are so
many possibilities. But the one Iliked was
the gastronomic week in France staying on
aworking farm, learning how to cook with
natural ingredients, and fitting in with the
local life.

] OK,we've got alot of information and
some definite recommendations to give to
head office. Did you get all the contact
details?

M Yes, [think managedto...

Unit 10 Listening
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Interview with a mountaineer

I=Interviewer, M=Mountaineer

I Whendid you start mountain climbing?

M I went walking with my parents when1
was eight, just in low mountains - hills
really. Then I went off with a friend and
climbed the same mountains when we
were thirteen. I'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!

I 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, to the Troll Wall.

I Ah.Doyou use atour company when you
organize an expedition,ordoyoudoit
yourself?

M For trips in Europe we do 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 Kyrgyzstan and once to Tajikistan.
But both times we used a tour company:.

1 Why was that?

M Well, it's still quite hard to organize
internal transport and permits in these
places.

I Hrmm. How did you find a suitable
company?

M Through the Internet.

I TheInternet? So, what do youlook forina
tour company? I imagine there's more
than onel

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 services 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 organize
local transport up to base camp, base camp
food and lodging, permits, 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.

I Uh-huh. What's the highest mountain
you've climbed?

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

I've climbed quite a few summits around
the 6,000-metre mark. In fact the last one
was last month,

Have you ever been frightened?

M Who hasn't?| Yeah, of course. Thereisn'ta

I

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?

M Well, I've given up on individual summits -

Pic Communism, one in Bolivia, too, and
I've had accidents, though I've neverhad a
bad accident. And I've lost friends who've
been killed in accidents. That was the
worst moment. That hurts for along time.
But I'd never give up mountaineering. I
couldn'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 Pronunciation
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1
2

5 best
6 veil

3 vine
4 whale

vest
berry

Unit 11 Listening

Taking a booking

T =Travel agent, S=Susan Venables

T
5
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Hi. CanThelp you?

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.
Mrs Venables, isn't it?

Yes, that's right.

And have you decided on a hotel, or do you
need some more help?

No, we've made our mind up. We thought
the Playa Tropical seemed the best for us.
Mm. Good. A lot of our clients go there.
You've made a good choice. So, let me just
get afew details down and we can make
the booking.

OK.

Could you tell me your first name, please?
Susan.

OK. And could you give your contact details
—your postal address, a daytime telephone
number, and an evening number, as well,
Yes, it's 64 Bridge Lane, Lazenthorpe.
Isthat witha‘z’'and afinal'e?

That's right -~ L-A-Z-E-N-T-H-O-R-P-E.

OK. And a telephone nurnber?

Er.It’s probably easiest to ring my husband
on his mobile. That’s 0 double 7 479 797
double 9.

...7 double 9. Youdon't have an ernail
address, too?
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Yes, it's ‘'venables.s-r@hotmail.com’.

T ..dot's"hyphen ‘r’at hotmail dot com. OK.
Now, let's see. Is it just the two of you
going?

S That'sright.

T And it was for the end of September?

S You've got a good memory! The 21st of
September to the 11th of October.

T OK.21stofthe 9thtothe 11th of the 10th.
And to the Playa Tropical?

S Mm.

T Andwhat about meals? Did you want full
board or half board?

$ Half board, I think. We want to get out of
the hotel and try the local restaurants ...

T Which are very good.I'llseeif Icanfinda
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 Ohgood. That's lovely.

T Soif youleave me the deposit we can
confirm the booking.

S Howmuchisit?

T £120 per person. So that's £240 for the two
of you.

§ AndIcan pay that by credit card?

T Yes,of course. If you give it tome, I'll just
swipeit.

S And when do we pay the rest? I did read it
inthe conditions...

T Youneed topay 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 two weeks, Mrs

Venables. Could you be sure to check the

details, and if there were to be any

mistakes, let me know, and I'll sort it out
for you, OK?

Lovely. Thanks very much for your help.

T My pleasure. And we're here foranything
you need.

S That's great. Bye, then.

T Goodbye.

Unit 11 Listening

- R T
The origins of CRSs

I=Interviewer, C=Clemen

v

I Clemen,could you tell us something about
the first computer reservation systems?

C Well, the first system goes back to the 50s,
when American Airlines and IBM decided
towork together on a computer-based
reservation system. The result was known
asthe Semi-Automatic Business Research
Environment, which is quite a mouthful, so

it gets shortened to SABRE.

1 Ah,right. SABRE. And is that the same as
Amadeus?

C No,no.l mean, they're both computer

reservation systems. In that sense they're

the same. But they 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.

Quite alot later?

C Mm.In1987.

Sothere’s SABRE and there's Amadeus. Are

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% of the
market. Galileo's about 25% and
Worldspan is much smaller. It's only about
15% of the market. They're all very big, of
course. Today we call them GDSs - Global
Distribution Systerns. Do you know the
term GDS?

I Yes.GDSs.And when do Galileo and
Worldspan date from?

C Galileo'’s from 1993. It was a product of

British Airways, KLM, Swissair, and Alitalia

joining forces.

Uh-huh. And Worldspan?

That was in 1990.

And was that a consortium too?

Yes. Worldspan was Delta, Northwest

Airlines, and TWA — American companies.

1 OK, that'sinteresting. And what about
before GDSs ...

—
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finish same planned
time written change
may cannot will
standard cancel right
price pay higher
if take flight
happen in
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Handing over tickets

T=Travel agent, B=Mr Bordoni

T Mr Bordoni, nice to see you. You've come
for your ticket.

B Yes.Your colleague, Margaret? She rang the
office and said I could pick it up. Did you
manage to get it any cheaper?

T I'msorry, MrBordoni. We had no luck there.

B Idid leave it quite late.

T Itwasabitlate, but with this fare there’s
no fee if you need to change the dates of

travel, and it's fully refundable if in the end
you can'tgo.

B Oh well, that's good to know:

T Anyway, heres your ticket, and let’s just go
through the details. So, that's
Toronto-Buenos Aires return, leaving
August 12th on flight AC094. Departing
Toronto at 23.35 and getting into Buenos
Airesthe nextdayat12.10.

B That's nottoo bad.

T No,it'sagood flight. Then there's your return.

That's August 23rd, flight AC093. Depart

Buenos Aires at 16.55. Arrive Toronto 06.35.

One passenger—yourself. Total cost. Mm, this

might hurt. Total cost 3,950 dollars 74 cents.

Ayal That includes taxes, no?

That includes taxes, fees, and surcharges.

And itis refundable?

One hundred per cent refundable, Mr

Bordoni. If you don't go, you don't pay. And

asIsaid, you can change the dates of travel

up to two hours before take-off.

B OK.That’s good. That's great. Will you bill
the company directly?

T Noproblem.

B Then that's everything, I think.

T Good.

B

T

Hw-H o

Thanks for your help.
Our pleasure, Mr Bordoni

Unit 12 Listening
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An airport worker

1=Interviewer, A=Ali Ghoshal

1 Ali, what does your job involve?

A Well, I'm part of the ‘turn-around team’ as

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 of us. Three
technicians like me working on the
engines and so on, and then another eight
or nine who are responsible for the cabin
and in-flight entertainment. My particular
responsibility is servicing — putting oil in
the engine, checking the technical log for
defects reported by the flight crew, that
sort of thing.

1 What qualifications do you have?

A Istudied engineering at university,and [
have an Aircraft Maintenance Engineers’
licence from the British Civil Aviation
Authority.

I Isitastressfuljob?

A Yesand no.It's only really the time
pressure. We have to get the tasks doneina
minimum time.

I What do you like most about your job?

A [suppose the sense of completion. Once

—
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the flight's gone and there are no
problems, that's it. And being partof a
team and working to a deadline.

1 Andleast?

A The noise pollution, and the dirt and oil
and grease. But I can live with that.

1 So,you're happy in your job?

A Yes,andI get free air travel which helps.

I Doyouhave any plans for the future?

A I'mnot sure [want to do this forever.I'm
taking more engineering qualifications,
and I'd like to become a certified engineer
eventually.

I Well, good luck, and thanks.

Unit 12 Listening
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Two airport dialogues

Conversation A

A Could you help me? I'm trying to find out if
aflight has arrived or not.

B Certainly. Are you meeting someone?

A Yes, my brother. He was due in on UA19
from Atlanta. Has it arrived yet?

B Yes, it has. Let me check the status. Here it
is. It arrived an hour ago. He should be
coming through Gate G about now.

A Right,I'll gothere. Gate G, you say?

B Yes,orif he'snot at Gate G, try the meeting
point.

A That's a good idea. Can you tell me where
the meeting point is?

B Yes,of course. It's just over there, next to
the newsagent's.

A Thanks for your help.

B You're welcome.

Conversation B

C Hello.CanIhave your passport and ticket?

D Here youare.

C Thank you. Are you checking in any bags
today?

D Just this one. The other’s hand luggage.

C Canyou putit onthescales? Thanks, Did
you pack it yourself?

D Yes,I1did.

C Has anyone interfered with your luggage
inany way?

D No,they haven't.

C Areyou carrying any sharp objects, such as
nail scissors?

D No,I'mnot. Erm. Can you tell me if there
are any window seats available?

C No,I'mafraid there aren't. The flight’s very
full. Would you like an aisle seat?

D Yes, that'lldo.

C OK.Here's your boarding pass. You'll be
boarding through Gate 23 in 30 minutes.
Have a nice flight.

D Thank you.

Unit 12 Listening
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Two more airport dialogues

Conversation A

A Iwonder if you could help me. I was on
flight AZ402 and my suitcase hasn't come
through yet.

B Flight AZ402? Yes, that should be through
by now. Go over to the oversized baggage
desk - sometimes bags go there by
mistake,

A I've already done that. It's not there. This is
very bad, you know. This sort of thing has
never happened to me before.

B Yes,lunderstand. OK, I'll phone throughto
the baggage people to see if there’s
anything left below. In the meantime, can
you start to fill in this form, so we can trace
it? What does the bag look like?

A It's a small brown leather suitcase with a
blue ribbon on it.I'm a bit concerned: my
sister's meeting me and I know she's going
to be getting worried.

B OK,I'll put a message through to the staff
in arrivals. What's your sister’s name?

A Esther Morgan.

B Thank you.Right.If you just wait 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 not? We're going to miss the flight
otherwise.

C TI'mafraid you're too late —the cabin doors
have been shut.

D ButIcansee thedoor. Surely they canlet
us in—we're only five minutes late.

C I'mafraid that's not possible. Once the
cabin doors have been shut, no one can go
on.

D 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. Comeon...

C Sir,do not go through the barrier! If you do,
I'll have to call security.

D Hmm.

C Thank you, sir. Now, if you see my
colleague at the airline desk over there,
she'll make sure that you get on the next
available flight. You may not have to wait
long - there’s another flight in an hour or
so.

D OK.

Unit 12 Pronunciation
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Exercise 1

Canyou take off your jacket?

Can you take off your jacket?

I'm sorry, but you can’t smoke here.
I'm sorry, but youcan't smoke here,
If you could just take off your jacket.
If you could just take off your jacket.
I'm afraid this is a no smoking area.
I'm afraid this is ano-smoking area.

B0 ~3 O W bW g

Exercise 3

1 Canyou take off your jacket?

2 Ifyou could just take off your jacket.
3 I'msorry, but you can’t smoke here.
4 I'mafraid this is a no-smoking area.
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abbreviation /2 bri:vi ¢ifn/nashort
form of a phrase, word, etc.

advantage /od va:ntid3y/ nadetail
that makes a product, for example a
holiday, better than similar products

advertise / ®dvataiz/ viotell the public
about a product or service in order to
encourage people to buy or use it

advice /2d vais/ nsuggestions to
somebody about what they could or
should do

air conditioning / co kon difonin/na
system that cools and dries the airin
a building or car air conditioned adj

airticket /'ea 1kit/ naticket totravel
inaplane

aisle /a1l/ nthe passage between rows
of seatsinaplane

ancient / ¢ |nt/ adjvery old

apartment /o pa:tmont/ nasetof
rooms used for holidays

aromatherapy o roume Oerapi/ nthe
use of sweet-smelling natural oils to
control pain or to encourage
relaxation

authentic /: Oentik’ adj naturaland
real; like real life

awareness /= weonas/ nthe fact of
knowing that something, for
example a particular company or
product, exists

baggage / begids n personal
possessions takenon toa plane by a
passenger,including checked
luggage and hand luggage

baggage handler  bwqids hwendlalr)/
na person whose job is to load
passengers’ luggage on to and off
planes

baggage reclaim
the place at an airport where you
collect your luggage after your flight

balance / blns/nanamount of
money still owed after some
payment has been made

barrier / bieria(r) nan object likea
fence that stops people from going
into a particular area

bed and breakfast / bed on brekiost
n a service that provides a room to

‘begidz ri:kletm/n

sleep in and a meal the next morning
in private houses and small hotels

benefit / benalit/ na helpful and
useful effect that something has

boarding pass / boarding card /| bo:din
pa:s/ /'bo:din ca:d/ n a printed card
that airline passengers are given
when they check in, that shows their
flight and seat number, etc.,and
that they show before they get on
the plane

brochure / braofa(r) nafree
magazine that gives information
about a company’s products and
services

browse /brioz/ vto look at different
parts of a magazine, the Internet,
etc., hoping to find something that
interests you

budget badzit n1.theamount of
money that you have to spend on
something
adj 2.cheap

budget airline / badit ealaimn/ nan
airline that is cheaper than most
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airlines, and that usually offers a
more basic service

bureau de change ' bjuarao da

fa:ndz/ nanoffice inan airport,

etc., where you can exchange
foreign currency

business tourism
ntravel that is done for business
reasons, forexample in order to
attend meetings, conferences, and
trade fairs

cabin /' kxbin/nasmall roominaship
or boat, where a passenger sleeps

cabincrew /'kicbin krui/ nthe people
whose job is to take care of
passengerson aplane

cablecar / keibl ka:(r)/ naform of
public transport using carriages that
are pulled along rails by moving
cables

campaign /kim pein/ n a series of
planned activities with a particular
aim, for example to encourage
people tovisit a place or to buy
something

campsite / kiempsail/ na place where
people on holiday can put up their
tents, park their caravan, camper,
etc., often with toilets, water, etc.

cancel / kiensl/ vto decide that you no
longer want to do what you have
arranged to do, forexample goona
holiday

cancellation / kiensaleiln/na
decision that you no longer want to
dowhat you have arranged to do, for
example go on a holiday

carnival / ka:nivl/ na public festival
with lively musicand dancingin the
streets

carriage  kwrids naseparate section
of atrain,tram,orsimifar form of
publictransport

carrier code ' kxria kaod/ naseries of
numbers that identify a particular
airline

catering / keitarin/ nthe work of
providing food and drinks for people

cathedral /ko Oi:dral/nalarge church
that is the most important oneina
city

biznas tuarizom

cattleranch / kietl rant|/ navery
large farm, especially in the US or
Australia, where cows are kept

charterflight / t{a:to flait/ naflight
which a travel company pays forand
then sells seats toits customers,
especially as part of a package holiday

check-inclerk ' t|ck i klak/na
person who works for an aitline,
who checks passengers’tickets and
passports when they arrive at the
airport, takes their luggage, and
gives them a boarding card

chef [’ napersonwhose jobisto
cook food in a restaurant, hotel, etc.

client / klaiont/ na person who uses
the services of a company

climate / klammit’ nthe normal
pattern of weather conditionsin a
particular place

coastline /'koostlain/ nthe land along
acoast, next tothe sea

commission ko mi/n nanamount of
money that is paid to somebody for
selling something, that increases
with the amount they sell

concrete /'konkri:t/ nahard, grey
building material

conductor 'kon dakioa(r)/ naperson
whose job is collect passengers’
fares on a bus, train, etc.

conference ' kpnlarons nalarge
official meeting, often lasting
several days, for members of an
organization or company to discuss
subjects related to their work

conference facilities / koniarons
12 silatiz’ nthe rooms, equipment,
services, etc. that are necessary for
holding a conference

confirm /kon [3:m/ vito check or to
announce that something will
definitely happen as originally
planned

connecting flight /o nckun flaitna
segment of a flight that requires a
passengerto change planes, but not
change carriers

conservation | konsa verln/ nthe
protection of the natural
environment

contact details / kontakt diztellz/n
youremail address and phone
number, and possibly your home
address, fax number, etc.

convince 'kan vins vto make
somebody believe something so
that they feel confident

cottage / kntids nasmall house,
especially in the country

country house / kantri ‘haus/na
large, expensive house in the
country

countryside / kantrisaid/ nland
outside towns and cities, with fields,
woods, etc.

CRS, computerized reservation system

si: a:r es/ /kam pjuitaraizd

reza verfn sistam/n asystem for
booking a hotel room, a flight, etc.
onthe Internet

cruise ship / kru:z [1p/ nalarge boat
that carries passengers to different
places as part of a holiday

customs /'kastomz/ nthe placeatan
airport where your bags are checked
as you come into a country

day trip /'der trip/ natouror
excursion that leaves in the morning
and returns the same evening

delay 'di'lciz/ n a period of time where
you have to wait

departure gate ‘(i'pat|sgeit/na
numbered area in an airport where
passengers get on their plane

departure lounge /di'pacifa laonds/ n
anarea in an airport where
passengers wait before getting on
their plane

deposit details /d1'pozit disieilz/ na
record of the amount of money that
a customer has paid as the first part
of a larger payment

desert /'czot nalarge area of land
that has very little water and very
few plants growing on it

destination / desti'ner[n/ naplace
that people travel to, forexample on
holiday

develop /d1'velap/ vito think of a new
product and work on it so that it will
be successful
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direct dial telephone /dui rekt ‘dailin
a telephone that allows you to call
somebody directly without having
tospeak to reception ora
switchboard first

direct flight /dai rekt "flart, naflight
that does not involve changing
planes

direct selling /a1 rekt 'selin/ nthe
practice of selling products and
services directly to the public,
without using shops, agents, etc.

diving /'darvin nthe activity of
swimming under the surface of the
sea,alake, etc.

domestic /do'mestik’ adjoperating
inside its own country

domestic tourism /do mestik
‘tuarizam/ nthe activity of people
taking holidays in their own country

ecotourism / i:koo 'toarzam/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 /i mi[onz/ ngases that are
sent out into the air

enlightenment /in'luitanmnt/na
deeper understanding of life,
especially of feelings and beliefs
outside the physical world

enormous /1 no:mas/ adjvery big

en-suite (facilities)
{2's1lat17/ adj (of a bedroom) having
a private bathroom joined on

escalator /'cskaleita(r) n moving
stairs that carry people between
different floors of a large building

establish /1'stxcbli|/ vtoform or create
something for the first time

evaluate /1'vicljucit vto make a
judgement, for example about how
successful something is, after
thinking about it carefully

excursion |1<~'i\:-....i n nashort journey
for pleasure that is organized fora
group of people

expectation ' ckspek'ter[n/ na belief
about what something will or

DN SWi:l

should be like, for example a product
expedition ' ckspa'difn nan
organized journey to a place that
not many people go to because it is
difficult to get to
expenditure /1ks pendit[a(r) nthe
amount of money that a person or

company spends
fam trip, familiarization trip '1=m
trip/ /fo miljarar zeifn trip/ na visit

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

fare /[ea(r)/ nthe money that you pay
totravel by plane, train, taxi, etc.

feature /'fi:t[a(r) none of the details
that describes a particular product
or service

ferry 'lcri naboat that carries
passengers between two points of
land, between two islands, etc.

five-star / farv ‘stai(r) adj(used
about a hotel) of the highest quality

flight attendant /'{la11 o tendant/na
person whose job is to serve and
take care of passengers on a plane

fly-drive holiday / [1a1 dran "holider
n a package that includes the cost of
both the flight and hire of a car at
the destination

foreign currency / [pron ‘karansi n
the notes and coins that are used as
money in another country

gastronomic | gwsira nomik/ adj
connected with cooking and eating
good food

GDSs, global distribution system / 5.
di: 'es/ / glaubl distri'bju(n
sistam/ navery large system that
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 | qicron'ti vtomakea
firm, official promise that
something will or will not happen

guard ‘yu:d napersonwhoisin

charge of a train and travels with it,
but does not drive it

guest house /'gest huos nasmall
hotel, usually run by the person or
family that owns it

harbour /'ha:ba(r) na place on the
coast where ships can be tied up,
that is protected from the sea and
bad weather

health farm 'held fa:m/ na place
where you can stay for a short
period of time in order to try to
improve your health by eating
special food, doing physical exercise,
etc.

heritage /'heritids nthe traditions,
culture,and history of a place

high-rise /'l ru1z adj (used about a
building) very tall, with many floors

hillwalking 'hil wo:kin/ nthe activity
of going for long walks in the hills
for pleasure

historic monument /hi storik
‘monjumant/ n a famous building,
column, statue, etc. that has special
historical importance

hostel /'hnsial/ na building that
provides cheap accommodation,
often in rooms with several beds,
and meals for travellers

hovercraft /'hovakra:ft navehicle
that travels just above the surface of
water or land, held up by air being
forced downwards

identify ‘a1'dentifar vtofind out or
discover what something is

immigration ~ 111'grern nthe place
at an airport where the passports
and other documents of people
coming into a country are checked

improve /1m'prisy vto make
something better

inadvance ' i od'vains advbefore
the time when something will
happen, be used, etc.

inbulk '1n "balk advin large quantities,
and usually at a reduced price

inbound tourism
‘toarizant/ n the activity of people
entering the country from abroad to
take holidays

.nbaond
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incentive tour /in'sentiv toalr)/na
journey or holiday given to a worker
or group of workers as a reward for
good work

include /in'klu:d/ vto have something
asone part

inclusive tour /i klusiv 'toa(r)/ na
holiday that includes transport,
accommodation, and sometimes
other things such as meals and
excursions

incoming /'ink \min/ adj connected
with travel into the country from
abroad

independent / 111d1 pendant/ adj1.
(used about a traveller) making their
own arrangements for travel, rather
than going on a package holiday

adj 2. (used about a country) having its

own government

initial enquiry form /1 n1f1 ' kwairi
{5: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 /'inovaliv/ adjnew and
interesting

insurance /in'(3:rons/nan
arrangement with a company where
you pay them a small amount of
money before you travel,and they
agree to pay the costs if you areill or
die, or lose or damage something

inventory 'imvantri/ ndetailsofa
flight booking, including flight
number, time, route, seat number, etc.

investigate /1n'vestigert/ vtofind out
information, for example by asking
somebody a number of questions

issue '1[u: vto give somebody
something official, forexample a
ticket, passport, etc.

itinerary a1'tinarari nalist of things
that will happen, forexampleona
tour,and their times

jeep /d51:p’ nasmall strong vehicle
used especially for driving over
rough ground

keydata ki: 'deito/ nthe most
important information

land /liend/ v (used about a plane) to
arrive atan airport

landscape /'liendskerp/ neverything
you can see when you look across a
large area of land, especially in the
country

leisure tourism /'le52 toorizam/n
travel that is done just for pleasure,
rather than for business or fora
specific purpose

limousine /lima'zi:n/ nl.avanorsmall
bus that takes people to and from
an airport 2.a large, luxurious,
chauffeur-driven car

long-haul / 11 'ha:l/ adj (of a flight)
covering a long distance

lost property / lost propati/ nthe
place at an airport, etc. where items
that have been found are kept until
they are collected

low-cost carrier /100 kpst 'keeria/nan
airline that is cheaper than most
airlines, and that usually offers a
more basic service

luxury /'Ixk[ari/ adj very comfortable
and high quality

matina 'ma'ri:na’ n aspecially
designed harbour for private boats

market /‘ma:kit/ vto showand
advertise a product to the public

marketing 'ma:kitin/ nthe activity of
showing and advertising a
company’s products in the best
possible way

massage /| ‘mxsa:3 n the activity of
having your body rubbed, pressed,
etc.in order to help you relax

maximumstay /| meksimam ‘ster’n
the longest possible time between
travelling to a place and travelling
back

meal basis /'mi:| beisis/nan
agreement of how many meals will
be provided as part of a holiday
package, for example bed and
breakfast or full board

mechanic ‘ma'kienik/ naperson
whose job isto make surethata
plane’s engines are working
correctly,and to repair them if
necessary

meditation / medi'tei[n/ nthe activity
of thinking deeply in a quiet place,in
order to make your mind calm

meeting room /'mi:ti] rom/ naroom
designed for business meetings to
be held in

metropolitan / metra'politan/ adjin
or connected with a large or capital
city

minimum stay / minimam 'stet nthe
shortest possible time between
travelling to a place and travelling
back

monitor /‘monita(r) vtowatchand
check something over a period of
time

motivation / maoti'ver[n/n
something that makes you want to
do a particular thing, for example
travel to a particular place

motorway (AmE = freeway)

‘mautawer nawide road, usually

with three or more lanes in each
direction, where traffic can travel
fast for long distances between
large towns

mountain climbing /'maontn
klammin/ ntheactivity of climbing
mountains as a sport

mountaineer /| maonti'nia(r)/ na
person who climbs mountains as a
sport

non-stop flight / non stop 'Mait/na
flight without any stops

online /'nnlain/ adj operating on the
Internet

open-jaw trip | copan 'd30: trip/na
return air ticket that allows you to fly
into a country at one airport,and leave
the country by a different airport

operator /'nparcitalr) nacompany
that provides travel services

opportunity /ppa'tjunati/n
something that gives you the
chance to be successful

outbound tourism / autbaond
‘tuarizam/ nthe activity of people
leaving their country to take
holidays

overnight ' a0va ' nail/ vto stay forone
night



package holiday / tour / pckids
holidei/ tualr)/na holiday that

includes transport, accommodation,
and sometimes other things such as
meals and excursions

paperless ticketing / peipalos "tikitm
n a system where passengers book
air tickets on the Internet or over the
phone. No ticket is necessary as the
information is stored on the airline’s
computers.

passenger flow /'pesindso a0/ nthe
number of passengers coming into
and going out of an airport

passport control / pa:spoait kan'trao!
na placeinan airport where you
have to show your passport toan
official as you pass through

picturesque | piki|a'resk adj(used
about a place) pretty and old-
fashioned

pier /'pialr)/ nalong, low structure
built in the sea and joined to the
land at one end

pilgrimage /'pilgrimids/ najourney to
an important religious place

pilot /'pailat naperson whose job is
tofly planes

porter /'po:ia(r) nl.a person whose
job is carrying people’s bags and
other loads, especially at a train
station,an airport, or in a hotel
2.a person whose jobis to be in
charge of the entrance to a hotel

present [ri'zent vtoshow
something, for example a new
product, to people for the first time,
and tell them about it

product ''prodaki nsomethingthata
company sells

promotional pro'mao|anll adjused,
done, etc.in order to advertise
something

provider pra'viida(r) nacompany
that provides a particular service, for
example an airline or a hotel group

publicsector / pablik ‘sckiair) nthe
part of the economy of a country
that is owned or controlled by the
government

purser 'pusolr) nan officer ona ship

who is responsible for taking care of
the passengers, and for the accounts

raise ‘rciz/ vioincrease something

rapport /1 po:(r)/ nafriendly and
understanding relationship
between two people

receipt /ri'si:t/ na piece of paper that
is given to show that you have paid
for something

receptionist / ri sepfanist/ na person
whose job is to deal with people
arriving at or telephoning a hotel

refuge 'refju:ds naverysimple
building that provides shelter and
protection from the weather

remote 11'moot adj(used abouta
place) far away from other places
where people live

rep, representative /rep/

repra zentaty/ na person whose

jobistolook after people who are on
a package holiday

requirement /11 kwaiamnt n
something that a person needs

research /11's3:1|/ vto make a careful
study of something in order to find
out information

resortrep 11 70:l rep n=rep

retail "ri:teil nthe business of selling
things, for example holidays and
tours, to the public

retreat '11'tri:l naquiet, private place
that you go to in order to get away
from your usual life

retrieve data 11 111y 'deno viofind
and look at information that has
been stored on a computer

returntrip /11 150 trip/ nan air
journey that departs from and
arrives back at the same airport

room service Tl s3ivis naservice
provided in a hotel, where guests
can order food and drink to be
brought to their rooms

runway ' ranwel nalong narrow strip
of ground in an airport, that planes
take off from and land on

safari 's0'(0r1 natriptosee wild
animals, especially in Africa

sales consultant 'scilz kan salint 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 | 'scilz prooses/ nallthe
activities that happen between a
customer first knowing that a
product exists, and buying the
product

scales 'skeilz namachine for
weighing things, for example bags
atanairport

scheduled airline / skedju:ld ‘ealam
nan airline that operates to fixed
timetables and on fixed routes,and
which sells tickets to the public
rather than to package holiday
companies

seaview | si: vju: nthe possibility to
see the sea from the window

seatbelt /'si:tbell nabelt that is
attached to the seatin a plane and
that you fasten around yourself

secondary airport / sckandri ‘eapait n
asmall airport that is not one of the
main ones in a country

security check /s1'ljuaroti Lfek/ nthe
process of checking passengers and
their bags at an airport to make sure
that they are not carrying anything
dangerous

security control /s1'kjoarati kan traol
nthe placeinan airport where
passengers and their bags go
through a metal detector to make
sure they are not carrying
dangerous objects

self-catering / self ‘kertarmy adj(used
about holiday accommodation) in
which you provide your own mezls

service station /'sa:vis sieiln man
area and building beside a
motorway where you can buy foos
and petrol, go to the toliet et

serviced /'s3:visd adj(used about
holiday accommodation) i
meals are provided

shift /[ilt' n one of thewe
periods that a 22-hour &5
into. When a shift engs
workers stopsang
begins.
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short-haul /'[>:t ho:l/ adj (of a flight)
covering a short distance

shuttle ' 11l naplane, bus,or train
that travels regularly between two
places

skilled /skild/ adj (used about a job)
that requires special ability or
training

spa spa: naplace where people can
relax and improve their health, often
where hot water comes naturally to
the surface from under the ground

specialist /'spe|alisi adj dealing with
one kind of thing only; not general

spectacular ‘spek tekjalalr) adjvery
impressive to see

steward /'stu:wad/ namanwhose job
is to take care of passengerson a
ship,a plane, or a train and who
brings them meals, etc.

stopover /'stnpacvalr)/ nan
interruption to a trip lasting twelve
or more hours

storedata = <15 'deita/ vto keep
information on a computer until you
need to use it

strength /strenfl/ nagood quality that
you have that gives you an advantage

study tour /'stadi toa(r)/natriptoa
country or an area that includes
visits, lectures, and classes

suite /swi:t/nasetof rooms in a hotel

supplement /'siplimnt/nanextra
amount of money that you have to
pay for an additional service or item

surcharge 'sa:t|u:d3/ nanextra
amount of money that you have to
pay in addition to the usual price

t'aichi / ta1 't]i:/ naChinese system of
physical exercises designed
especially to make your mind calm

take-off /'teik o/ nthe processofa
plane leaving an airport

tariff /' i1l nthe fixed price for a
service

tax /1::ks/ nan amount of money from
your income that you have to pay to
the government

temperate 'tcmporot/ adf (used about
a place’s climate) not very hot and
not very cold

temple /'tcmpl/ nabuilding where
people of some religions, forexample
Hindus and Buddhists, go to pray

terminal '(5:minl/ nthe airport building
that has all the facilities for passengers
that are arriving or departing

terminus /'t2:minas/ nthe last station
atthe end of a railway line or the last
stop on a bus route

theme park /'0i:m pa:k/nalarge park
with rides, such as roller coasters,
and many other kinds of
entertainment

threat /tiret/ n something that could
stop you being successful, for
example a strong competitor

ticket collector /‘tikit ko lekialr)/ na
person whose job is to check
passengers'tickets for travelling on
a train, boat, etc.

tiny /'taini/ adj very small

tour guide /'t1o gaid/ na person
whose job is to show tourists
around places

touroperator /'toa ppareitalr)/na
person or company that organizes
and sells package holidays

tourist attraction /'toorist o trek n/n
a place that tourists visit

tourist flow /‘1oorist [1a0 nthe
movement of people into, out of,and
inside a country, when they are on

holiday
tourist information officer / (01151
mfa'meifn pfisa(r)/ na person

whose job is to give advice and help
to tourists who are visiting a city,
town, etc.

track /iriek/ n metal rails that trains,
trams, etc. travel along

trade fair /'ireid fea(r) nalarge
exhibition and meeting for
advertising and selling products

transfer /'tra:nsfa:(r) nl.travel toand
fromthe airport and your hotel
v2.totravel to or from the airport
and your hotel

travelagent ‘trievl cidsnina
person or company whose business
is to make travel arrangements for
people, for example buying tickets,

arranging hotel rooms, or selling
package holidays

travel insurance /'trievl i [oarons/n
an arrangement with a company
where you pay them a small amount
of money before you travel,and they
agree to pay the costs if you areill or
die, or lose or damage something

trek /trekl/ nalong hard walk lasting
several days or weeks, usually in the
mountains

trend '1rend nageneral direction in
which something is increasing or
decreasing

trolley 'troli/ nasmallvehicle with
wheels that you carry your luggage
on and push around at an airport

turnaround time /'t naraond tam
nthe time between a plane landing
atanairport and taking off again

unspoilt /1n'spailt’ adj (used about a
place) beautiful because it has not
been changed or built on

VFR, visiting friends and relatives / vi:
ef ‘air)/ / vizitiy frendz and
‘relativz/ ntravel that is done in
order to visit friends or family

visa /'viza/ nan official mark or piece
of paper that shows you are allowed
to enter,leave, or travel through a
particular country

volcano /vpl'keinao namountain
with a large opening at the top
through which gases and hot, liquid
rock sometimes come out

waiter /'weila(r) na person whose
jobis to take food orders and serve
food in a restaurant, bar, etc.

wake-up call ‘weik ap koillina
telephone call that you arrange to
be made toyouina hotel,in order to
wake you up

weakness /'wi:knos/ naquality you
have that makes it more difficult for
you to be successful

wedding /'wedin/ naceremony where
two people get married

weekend break / wi-kend 'breik/na
trip, often to a city or countryside
hotel, that includes Saturday and
Sunday
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whale-watching ol woilin wildlife waildlail nanimals, birds, yacht |11 nalargesailing boat, often
going on a boat trip to see whales etc that are wild and live in a natural alsowith an engine and a place to
swimming in the sea environment sleep on board, used for pleasure
white-water rafting vt vt windsurfing vwindaslin nthesport trips and racing
‘ra:ftin nthe activity of travelling of sailing on water standingon a yoga ' |20 nasystem of exercises
down a fast-flowing river in a rubber long narrow board with a sail and breathing that helps you control
boat worldwide 10wl adjinall and relax your mind and body
wholesaler 'lio0lsc1lo(1) nacompany parts of the world

that sells goods or services in large
quantities to other companies,
which sell them to the public
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