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To the learner

This book is for you if you work in the tourist industry or if you
are studying tourism.

It provides excellent preparation for any of the major European
examinations in English for Tourism including the London
Chamber of Commerce and Industry English for the Tourist
Industry exams.

What is in English for International Tourism?

The Course Book contains fifteen units and three scenarios, all
based on themes from the tourist trade. It includes topics such as:

the effects of tourism on the environment.

how hotels are managed.

how tour operators set their prices.

how holiday destinations are selected and promoted.

What is in the units?

Every unit contains the sections below. We have used the
same headings throughout the book so that you always know
what kind of work you are going to do.

Preview
Each unit opens with a few questions, and often some

pictures, to start you thinking about the theme you will be
studying.

Speaking

Speaking activities present realistic and motivating situations
where you can practise the language you have studied. You
will make presentations, negotiate the terms of contracts,

discuss key issues, give advice and information, deal with
complaints and perform many other tourism-related tasks.

Listening

The cassette recordings include conversations and discussions
between experts in the tourism trade. British, American,
Australian and other international accents are featured, to help
you understand how people speak English in different parts of

the world. Tapescripts of the recordings are printed on pages
116-123 of the Course Book.

Language Focus
Here you will work on the key aspects of grammar that are
essential for progress at this level. Language Focus sections

include clear explanations and activities to help you
understand and use the language effectively.

Vocabulary

The Vocabulary sections will help you to develop a richer
vocabulary. These sections introduce and practise many words
and expressions required in the tourist industry. A word list of
more than 100 tourism terms included in the Course Book is
printed on pages 124-127, along with translations into seven
languages.

_ e o i = s —— Er—

Speechwork

Good pronunciation will give you greater confidence, whether
you are dealing with customers, taking part in discussions or
guiding groups of visitors. The Speechwork sections will give
you the systematic, regular practice which is the key to
progress.

Reading
To help you improve your reading skills, we have chosen a

variety of authentic texts from tourism publications, and have
designed practical exercises to check your understanding.

Writing
In the Writing sections you will carry out real tasks from the
tourism workplace. For example: writing letters, press releases,

brochures and reports. There are model answers for all the
writing activities in the Teacher's Resource Book.

Learning Tips

From time to time we include advice and information on how
to improve your learning strategies and become more
independent when you study.

Scenarios

After every five units there is a scenario. These are case studies
which challenge you to use the English you have learned to
deal with authentic situations in international tourism.

What about private study?

A Workbook with its own cassette accompanies the Course
Book. This provides extra tasks for study at home or in class
and includes three review sections where you can monitor

YOur progress.

We very much hope you will enjoy using English for International
Tourism.

L rar fwé AN L

Miriam Jacob Peter Strutt
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Unit Setting Professional activities Language Directory of texts
1 Travel agencies and tour | = giving holiday information Language Focus: compound nouns Conversations with customers O
Types of Opetators * talking about holiday Vocabulary: types of holiday | Letters about golfing holidays BZI
Holiday experiences prices . i
j s : d adjectives |
408 6 . e writing and responding to eI
PRE ! letters of enquiry with numbers
‘ ‘ Speechwork: word stress
2 | Recruitment and job | . writing CVs and covering Language Focus: simple/continuous Job descriptions O
A Careerin | hunting letters P ! How to write a CV Bj
Tourism = taking part in job interviews Vocabulary: remuneration i
formal and informal The write way to findajob  [T]
page 12 . language -
Speechwark: stress in words ending ik
. in -ate, -icand -able  Recruitment advertisements [ 1 |
I ' | i Letters of application [ij
3 Tourism organisations and * note-taking ‘ Language Focus: past simple/present | Definitions of tourism G
- tourist b o erfect simple
Trends in | Butist boards | * writing a summary based on ‘ PRESA Y . Summer holiday O
Tourism : notes | Vaocabulary: definitions of tourism
page 18 » giving a short presentation types and means of | ?eve[apment of tourism in O
from notes travel | TERPE
g « talking and writing about | Speechwork:  past verb forms with | Summer holiday Ed
: modern-day developments ‘ -ed |
4 Tourist boards, tour « working with figures l, Language Fotus, the definite articie Arnericans in Europe )

Where People | Opsrators, Tourist » designing a questionnaire and | Vocabulary:  British/American %
1ati - A tale of two cities

Go Llfﬂgizf,f;gii:feg (TICs), camying out a survey usage
page 24 = giving information from a  Speechwork: the schwa / a / i

chart E reading figures aloud I

* reporting on the nature and |
value of fourism in a country |
1

5 Travel agencies = telephoning - Language Focus: asking questions Telephone calls

Travel Agents

* taking bookings and filling in

tag questions

A holiday booking

EEOO

page 30 booking forms | Vocabulary: phrasal verbs used in | _
» asking for and confirming phone c?lis o | Booking forms
information PaYMENT Procedures | extract from a training manual [
« writing letters of confirmation | Speechwork: f:g:ﬁgiﬁ:t e :
| * writing a set of instructions: | intonatian irﬂ:ag
i payment procedures questions
|
Scenario 1 | Travel agenciesand tour | * reading brochures Revision | Goa, India Z]
Advising a operators * giving information and advice : Steatmbbat Colerads; USA m :
Client ' » helping clients make choices i |
page 36 * writing letters of a
recommendation
G } “Taue operators and » writing repotts Language Focus: the passive A planning meeting 0
Operators » negotiating an agreement Speechwork: contracted forms of e i 3 ki
page 38 * writing a letter of confirmation modals and :
| auxiliaries 5 _
1
i Tourist boards e identifying strengths and | Language Focus: referring to the Promoting Barbados as a o
Promoting a weaknesses of a country tuture tourist destination
Diestination | * describing ways of promoting Vocabulary: adté?rtlitg;ng and A “fam.” trip to China 0
| anarea publici
age 44 i ; Ly
pag s wriling promiotiona) matenals | countable/ | Britain’s strengths and
= . ; uncountable nouns | weaknesses
* describing an itinerary ' brochure language |
: * presentations: reporting on a Speechwork:  pausing and rhythm |
I familiarisation trip |
8 Ecological and economic * taking part in public meetings ~ Language Focus: reporting verbs Overland Encounter O
Responsible iSSUFF * writing press releases Vocabulary: meetings - verb and Safe tourism
- Mational an;i local | noun collocations m
governmen . . :
page 50 Environmental and tourism | Speechwork: word boundaries

agencies




| Unit | Setting Professional activities Language Directory of texts
S All tourism providers * mapping an itinerary | Language Focus: two-part verbs Susan's trip to the USA )
Transport « writing a fax: improving airport  Vocabulary: trarispart Rapid speech O
passenger handling facilities Coeachwork: d boundari
age 56 peechwork: word boundaries :
i * making recommendations to a Passenger care
tourist board | '
| |
j 10 Customer refations * dealing with compfaints |J Language Focus: infinitive or gerund |  Melanie Flowers )
Customer departments * writing letters of apology | Vocabulary: prefixes | Unfortunate incidentsina  []
Relations e writing letters confirming | adjectives describing travel agency
page 62 preeinents personality When it pays to complain m
Speechwork; contrastive stress
Feedback questionnaire (2
Scenario 2 Tour operator's customer * reading correspondence: Revision | Letters and faxes of complaint m
Handling a relations department letters, memos and faxes Nt
Complaint * dealing with a claim for
page 68 compensation :
* writing letters to dissatisfied i
customers =
T1 Hotels * replying to letters of enguiry Language Focus: types of adjective Fixing rates: different racking Q

Hatel Fadiities .

* negotiating bookings for

order of adjectives

systems

page 70 Conferentes ang grotps Vocabulary: hotel facilities Tommaso Zanzotto/ .
* writing letters of confirmation P — Richard Williams H
* writing memos Speechwork:  stress in compound Letters from hoteliers x]
| * describing hotel facilities adjectives |
12 . Hotels, trade fairs, tour » writing faxes giving information  Language Focus: conjunctions Austral Tours O
Selecting Oleraior * taking part in a meeting to Vocabulary:  formal and informal The Far East Investment Group  {7)
| Locations decide on the viability of a new language
page 76 i verHme Speechwork: pronunciation of Dockiands
* writing a report the letter ;
* choosing a site for a hotel
* writing promotional material
:
i = | Tourist Information * writing a tourist information Language Focus: conditionals | TIC Venice G
| s * writing and recording an P T ik Hampshire
| Rigeas answerphone message . P T 23S 5
* giving tourists advice and |
' suggestions on tourist
‘ attractions
i
14 ‘ Guided tours * describing museum exhibits ! Language Focus: relative clauses | The Neues Museum, Berlin ()
Marketing | and monuments | Vocabulary: museum exhibits Tour of the Pergamon 0
the Past g * writing notices and monuments Museum. Berlin
page 88 ' * giving a guided tour Speechwork: pausing, stress and ;
hitch The Louvre, Paris E%_j
15 | Hotels, airlines, conference  * describing conference facilities | Language Focus: possibility and The Manor Hotel 0
i o ise - certain :
{Erlusrn?ss YBanisers * negotiating rates | ty Promotian to the rank of Flyer E___}:l
rave * promoting conference venues | Vocabulary: zzzfg:fgﬁi First Class
page 94 . * telephone sellin '
: |:J Eg : Speechwork: sound and spelling: !
| ® writing pmmc;tmnat letters silent letters {
| " word stress in
| homographs ;
| Scenario 3 | Tourand resort * designing a programme Revision | Resort information 3]
Organising representatives of excursions |
Excursions !
page 100 :
Groupwork/Pairwork B Texts 102 Tapescripts 116 Word List 124

1] = Reading text
) = Listening text




Types

of Holiday

Dealing with trade and customer enquiries

Preview
| How many different kinds of holiday can you think of? 3 Join the phrases in the two sections a-g and 1-7 to make
Work with a partner and compare your lists. complete holiday descriptions.
a A city break in Moscow
Vocabulary 1 b A three-week expedition to Greenland
Z Put the words (1-9) into the appropriate spaces. < ¢ A five-day stay in a purpose-built chalet
1 winter sports 4 safari 7 adventure d Two weeks on an ocean linsr
2 self-catering 5 cruise 8 package tour

3 special interest 6 weekend break 9 homestay | * :’.:‘fe'-: iy A 3
e g f@‘g‘ bed-and-breakfast stay
a arelaxing ...... holiday with old-fashioned hospitality on a . g4 trip to Disney World

family farm f
to study the geology, flora and fauna

b amonth's .;Ef.i';_hﬂliday lost in the Amazon rain forest
-m;ifht's ...... holiday for the family in a rentec{g;i‘s§> 2 ina caravan park in sunny Biarritz
C’c@g ; Sy 3 at one of the Center Parcs holiday villages in Britain, France or
d aten-day ...... to Thailand, including flights, deluxe hotels and Holland
visits to the Sukhothai national park and the pagodas at 4 with two nights at the Metropol hotel and tickets for the
Ayutthaya ' Bolshoi
e atwo-week ...... in the Baltic Sea aboard the luxury liner 5 including a three-day stopover in Tahiti
Argenta gify%r’uﬁii'fi'\‘”gf; | '~ & with free accommodation in a condo in Orlando
fam).... holiday skiing on th XSIDPEF, the Pyrenees 7 in a comfortable guest house near The Black Forest
g an) ...... in Amsterdam to visit the Rijksmuseum and be back
in time for work on Monday 4 What types of holiday are those in exercise 3? Choose
h astay in Mombasa combined with a(n) ...... in the famous categories from the list in exercise 2 or add your own.

Tsavo game park
5 How would you describe the holidays in exercise 3? Choose

[ ;.:-rlinl_)ﬂ,r,.l.{;| ; :ollday, excavating Aztec temples or learning English ferams S int ot the o atows el TSy st chois,




€ Types of Holiday

Listening

O & Listen to four conversations in a travel agency and match the
customers to the advertisements.

: “OVER MO W The World of Children’s Fantasy
CASABLANCA || eeD o
: Morocco e ReaDaees U e, LAPLAND
PGS e IN SEARCH OF SANTA CLAUS
Flights by Bocing jets and Concorde
(_at unbeatable pn:& b,
_ i'a_-;'1 ?&; w B
5 Places limited.
Renatssance
Gt ey from bl FLORENCE
A luxury boliday :n{iéz;r gﬁrﬁﬁrﬁ@ A remarkable exhibition
“The Age of the Medici”
VINTAGE SPAIN
Country cottages and fabulous
Jiestas at bargain prices || ' .
A A WEDDINGS in
4 PARADISE
| Tropical Island Holidays
/ Book now for discount prices. Special rates for ﬂ@@uwﬁa‘s
Details inside. ENQUIRE WITHIN.
Bor Vocabulary 2
Prices
Find the words in the advertisements that refer to the prices 8 Write the words from the box along a line like the one
of the holidays. Then listen again and list the words that talk _ below, going from the l:he_apes\t to the most expensive,
abnut pl'iEE. . ",;;;LU,-‘I" . ]\ﬁ}"ﬁ,.{:b'.bbln":g \

bbhe i

& | :"T
cheap expensive |9 Uil
se o SRR - s - Y LTS vt . -{J{l:'ﬂ:
¥ .'r.{j,'1 ! I
e o M
9 Work with a partner and discuss these questions. i T i 3
a Where would you consider it economical/reasonable/ ¢ What are the disadvantages of holidays at rock-bottom prices?
E%FBE\%&“’C?J'EU go for a holiday? d Which of the holidays in the travel agent's window would
b What kind of tourist activities in your area are free of charge? | appeal to you? Shatk goghtant I B 7
e What would you consider to be the holiday of a lifetime?
TP IS 5 0 A




nguage Focus T hm pa oD

Compaunﬁ nouns I Jh 4!

In English we can use nouns as adjectives. For example:
water sports  adventure holiday caravan park

The first word functions as the adjective and answers the

question What kind of?

The relationship between the two nouns can be of many

kinds, including: ,j\ %

Place muuntam\?.lup;es, cn‘:y ceuntre
Time summer haliday, weekend break
Function golf course, swimming pool
Material paper bag, iron bridge

Sometimes three or more words are combined:
Tourist Infnrmation Centre air traffic control

PR R |

business travel expenditure winter sports holiday
premium v\, ¢/

Practice

1 Match the nouns in A and B.
A B
theme - city
hotel '-m\\\ /"~ book
boat ::\ E sports
incentive \‘\ : -resort
guide —— \\ /T travel
water N‘\ ~ trip
capital— \\;\ ~accommodation
health —— \ park

2 Work in groups. How many compound nouns can you
make using the word holiday? For example:

holiday accommodation package holiday

3 Rewrite these sentences without changing the meaning.

For example:

It takes five minutes to walk from the hotel to the
beach.

It's a five-minute walk from the hotel to the beach.

Apostrophe s
The ‘s or s’ can be used in expressions of time with numbers:

an hour’s drive from a month’s holiday
the airport in Hungary
two days’ journey five minutes’ walk

BUT in expressions beginning with a, the, or a pﬁssesswe and
followed by a number, the first noun is singular. For example:

The tour includes a two-day expedition to the caves.
The three-day train journey was boring.

His thirty-mile hike over the mountains left
him exhausted. G onm H AR
| = __,."-.I"'l___,l\__!) s

ol

A specialist lecturer accompanies each cruise which lasts
seventeen days.

A specialist lecturer accompanies each seventeen-day
cruise.

It takes ’rw::: h fl;hl.lrs to drwe to the airport.
% ﬁ v, _'.'_'."'.".,.

The journey to the Centre of London takes forty ﬁve
minutes. k5 45 ok p \owrnel -

The excursion includes a meal with three courses at a
gDurmet restaurant. Vv AN Uil ek

You can visit the wneyard which extends over two

hundred’ hedaresj

We stayed in a hotel with three stars.

From Sant!ago to San Franﬂtsco there's a freeway WIth
four lanes. W'&, & Irtoweswiyour= bl Loy,

A gwde acmmfames a,il ti::rurs scheduled for five da}rs

i) -||_!-\_

[ QLAY 1guk L I 6\ &
They have produced a flim ‘which Iasts twenty minutes,

on the Ammassalik region of East Greenland.

Their expedition, which took six months, nearly met with
disaster.



Speechwork
Word stress
10 Say these words.

1 ™ 2 " 3 "H" « "l

costly appeal romantic affordable

Word stress is very important because if you place the stress
id on the wrong syllable, other people will find it difficult to
.4 understand you,

Read the following words aloud and classify them according
ta the stress patterns above,

!

advénture enq&ire expedition
re}é.xing JaEén abé:ut
unbeatable Britain safari

Ca}ru photographer forest
again prohibitive cancellation
jungle péckage Arctic

{7) Listen and check your pronunciation.

Speaking
11 Draw a grid like the one below.
Fill in the details of the best holiday you have ever had.

Then interview some other members of the class.
Who had the most exciting holiday? The best value for

5

€ Types of Holiday

situation

When you note down a new word it's
a good idea to include the stress:

bargain W
cathedral "™
exceptional W™=

hospitality ®H[jjumn

money?
e | =
Name Me Miriam Gillian
X 1 =
Duration 2 wieeks 2 weeks % weeks
Destination ' N. Spain Secotland Camearoon
Type of holiday Touring Self-catering Farvilizrisation trp
How organised | By rryseff By us Government
rL. 1WA L . o M
Means of transport Car Car + Boat Plane, car, limousine
Activities Sighteeeing & eating | Sailling, eating, sighteeeing, walking Sigrteeeing, cultural visita
e | |
Value for money ‘ Terriblel Great Excelert]




Reading
12 Read these statements about business letters in English. Are

they true or false? Do other people in the class agree with
you? What other advice can you give about writing letters?

a When you write a letter you put your name above your address. e The abbreviation Ms is used to write to women when you do
b Itis correct to write Dear Mister when beginning a letter, not know or do not want to refer to their marital status.
c Inthe United States 7st April 7999 can be abbreviated to 4.7.99. 1 Itis rarely appropriate to use contractions (/'ll, don't, isn't)
d When writing a letter to the USA you can begin it with WHERWEDNG |etters,
Gentlemen:. g If you begin a Iette[.with Dear Mr Grant you should end with
Yours faithfully.
13 Read the letter on the left. 14 Read the reply on the right.
Why is Mrs McSweeney writing? What information does What information is missing?
she require?
44 Cedar Avenue
London &
N3 -?SR i_ Allantic House, Hazelwick Avenwe, Havwards Heath, West Sussex HH1IO 1NP
Skyways Holidays
Publications Manager Mrs McSweeney
Atlantic House b 44 Cedar Avenue
Hazelwick Avenue 5 LORER
Haywards Heath N IR
West Sussex 6 November 199
HH10 1NP 5
30 October 199 £ Dear Mrs McSweeney,
;-: | am delighted to enclose a Skyways Holidays Golf brochure for next season.
Dear Sir or Madam This brachure offers the widest selection of golf holidays available today. Choose

between a holiday near to home in Portugal, Spain or Madeira, or fly further afield

As an enthusiastic g{}ffer | am very interested in combfnfng 3 -ﬁ\ to exotic destinations such as the Caribbean, the USA, Kenya or gven Thailand.

holiday abroad with the opportunity to receive expert tuition = Free Skyways UK Flights to Heathrow or Gatwick are available to connect with
and improve my handicap. 5 many holidays, and you will find a hest of bonus offers at selected hotels
throughout the brochure. With guaranteed no surcharges, you can be sure of real

value for money. | do hope that this new brochure will help you find the holiday of
: your choice, Qur specialist Golf Reservations Team on 01293 487725 will be
delighted to help you with your booking, or alternatively visit your local ABTA
Travel Agent or Skyways Travel Shop. If you have any specific questions, please
call our Golf Advice Helpling on 01293 890572,
We look forward to welcoming you on a Skyways Holiday soon.

I would be grateful if you could send me a brochure on
special interest golfing holidays, together with details of
transport, accommodation and any special
out-of-season offers.

Thank you in advance. | look forward to hearing from you in

the near future. Yours sincerely,

ok Sundasl

Yours faithfully
,(.: . Avril Sinclair
: Goit Manager
Heather McSweeney (Mrs) ' PS OQur Golf Reservation Team on 01293 487725 will be happy to check

availability on any holiday for you.

SRR FALLL e,
oy



€ Types of Holiday

Writing
Letter of enquiry

15 Read the instructions below and write a letter of enquiry.
Give the letter to your teacher who will deliver it to another
member of the class.

o
You are American. You are planning a trip to Europe this Before you begin, decide on the following:
summer and you are thinking of taking a touring holiday in a who you are &
France. b your age i;T g
th The French government tourist office has given you an ¢ your marital status : j""ma .
address to write to: d if you will be travelling alone or with others
74/1 Newbern Avenue ~ Youraddress is 611 E. Franklin Street, Richmond, é’
Massachusetts 02155 = ; ‘ ol g o Wb B g ST
-
¥
é 16 When you receive a letter of enquiry use the information
on page 102 to write the reply.
;.::. Making an enquiry Replying to an enquiry
§ ‘ KISS — KEEP IT SHORT AND SIMPLE. “ KISS — KEEP IT SHORT AND SIMPLE.
4
v Explain clearly what information you wish to receive. ¢ Answer all the questions.
% Say why you ﬂeed it. » Give the client all the information he/she needs to make
e B Use a E’Eﬁﬁféﬁ? p}iragraph for each request. a booking.
& Use simple rathér than complex sentences. ¢ Be friendly and positive.
% Delete unnecessary detail. . | ~ e Use a separate paragraph for each response to a question.
% R i R sy » Use simple rather than complex sentences.
l : Ui i " * Delete unnecessary detail.
.’.-El
of Useful language Useful language
| am writing to enquire about ... Thank you for your letter/fax of (date) ...
g | was interested in your advertisement in ... In reply to your letter/fax of (date) ...
I would be grateful if you could ... We specialise in catering for ...
I look forward to hearing from you soon. Please find enclosed ...
If you need any further help or information please do
not hesitate to contact us.
! look forward to hearing from you.
%::_ r -
g Follow-up
i 7 if possible, fook up the address of an English-speaking tourist requesting information about a hofiday you might fike to go
E board or a tour operator with offices in the UK, the USA, on or promote.
— Canada, Australia, Ireland or New Zealand and write to them




Applying for jobs

Preview 4

Work in groups. Make a list of job titles in the
tourism sector.
Compare your list with those of other groups.

Work with a partner. Choose two jobs and list the
activities they involve.

Listening
Listen to six people talking about their jobs.
Match the people to their job titles.

Product manager b Conference coordinator

Trainee hotel manager d Travel consultant

e (Cabin attendant f Business travel consultant

Language Focus
Simple/continuous verb forms

Look at these pairs of sentences and answer the questions:

1 a | work for Exotic Tours.
Is this a temporary or permanent situation?
b I'm working for Exotic Tours.
Is this a temporary or permanent situation?
2 a We fly to Dubai on Fridays.
Is this a regular event or a plan?
b We're flying to Dubai on Friday.
Is this a regular event or a plan?
3 a The 4 p.m. shuttle is leaving.
What time is it?
b The next shuttle leaves at 4 p.m.
What time is it?
4 a She's been working as a hostess,
Does she still work as a hostess?
b She's worked as a hostess.
Does she still work as a hostess?
5 a When you phoned | was speaking to the manager.
Did the phone call interrupt the conversation?

b When you phoned | spoke to the manager.
Did the phone call interrupt the conversation?

Practice

1 Read this extract from an interview in which a woman is
talking about her career. Put the verbs in brackets into
the correct tense. Then work with a partner and compare
your choices.

“I (have) ...... three jobs in my life so far. 1
(start) ...... as an Overseas Representative in
Tunisia, Greece and Austria, and then I (work)
...... as an Assistant Resort Manager for two years
in Turkey. I (bead) ...... for promotion when I
(decide) ...... to leave in order to start a family.
Anyway, now I'm back in work and for the last six
months [ (work) ...... as a Contracts Executive so
usually I (spend) ...... a lot of time with hotel
managers and (negotiate) ...... contracts for botel
rooms and services. On top of that [ (select)......
new resorts and locations.

At the moment, I've got a trainee with me who
) some research into...”

2 What is your occupation?
What does it involve?
Are you working on any particular project at the moment?




Speaking 1
. Applying for Jobs

Work in groups. Discuss these questions.

How do you find out about job vacancies?

How do you apply?

Have you ever applied for a job? What did you have to do?

In order to apply for a job you usually have to send a
curriculum vitae (CV) - in the USA called a resumé —and a
covering letter. These documents are very important because
they are the first impression you give.

Work in groups. Read the statements about CVs and
covering letters. On the basis of your knowledge and
experience, decide if you agree with them.

A curriculum vitae is more acceptable if it is hand-written.
A covering letter should be hand-written.

You should always include a photograph.

The longer a CV is the better.

A CV should list experience in chronological order.

It's best to explain foreign qualifications and give an
approximate equivalent in the country to which you are

applying.
There is no point in mentioning outside activities, hobbies, etc.

Each CV should be customised for the job you are applying for.

Perfect prose isn't expected; note form is perfectly
acceptable.

Use space constructively; don't mention failures or irrelevant
experience.

Don't include your previous salary or salary expectations,
unless requested.

You car lie on a CV: they'll never find out anyway.
Any gaps in the dates should be explained.
It's best not to send the CV by fax unless requested to do so.

Always make a follow-up phone call a few days after sending
off your CV.

-

A L o e S B o

@ A Career in Tourism

Reading
CVs

Work with a partner. Student A read the article “How to
Write a CV" below, Student B read the article “The Write
Way to Find a Job" on page 103.

STUDENT A

Tell your partner what recommendations “How to Write a
CV" makes about:

» personal information and experience.

» layout, language and style.

Which of the fifteen points (a-0) in exercise 5 are mentioned
in the article?

of it as a list of facts; it should sum up your personal,
educational and career history, as well as being an

HOW TO WRITE A CV |
When applying for a job you’ll be in competition with g

a number c_rf other candidates. So your CV is important r
— interviewers will decide whether or not to see youon
the strength of what you have written. Don’t just think |
&

indication of your strengths and (wﬁiﬁﬁ_.éﬁﬁ?)

' Here are a few suggestions: ‘

§ .,;.\ff’f

Presentation .\}}f’” '-

Always type your CV. Use a good typewriter or word H}:
Processor. g.o 8 Ip AN .
If a CV is hand-written, it goes into the wastepaper basket.ﬂ_ ﬂ ::
Use good quality paper. Don't give the impression this is »
just another photocapy. H"}"
Never send a CV without a covering letter explaining
which vacancy you're applying for. If you're writing “on ‘$
spec.”, send a short letter explaining what kind of post E
you're looking for. %
Don't fax a CV unless you're asked to. It’s a confidential ;
document. ;
Content g

Write a list of important headings. These should include your 3
name, date of birth, vour address (and your e-mail address, if you #i
have one), phone number (at work and at home), your work f
record and so on. LA {
Start with your most T*.‘_I‘:E'E,l'jt job and work backwards. ;ﬂ
Don't leave out ang'@'ffﬂ")infurmamm. If you spent a year or two 3
trayelling, say so. Years that are unaccounted for will seem ::
suspicious > % '
Don’t include any negative information, such as exam failures or :
lost jobs, Be positive about fﬂurseli’, but don't lie or you will £

undermine yourself from the start.
Don’t ask for your CV to be returned; many companies keep
CVy on file for future reference,

(adapted from an article by Eleni Kyriacou in Midweek)

R et R i s B (R A A e e e e T e e e
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Look at Mike Mortimer's CV and answer these questions.

=]

What was his first post?
What is his most recent post?
What kind of experience has he had?

How has his career progressed?
In your opinion, is his CV well written? If not, what changes would you make?

(- T = TR o N = o

CURRICULUM VI TAE

Name Mike Mortimer
D.0.B. 12.06.72
Address 157 rue des Laboureuts,

Moissy. 77550
Tel. No. 6488634 1
Marital status Single

EDUCATION

s 09/93-02/94 Certificate of Theme Park Management:

05/92-02/93

Miami University, Florida, USA

Diploma in Hospitality Management: Neath
College. Wales : ‘

Higher National Diploma m Tourism and

92 i
e Recreation Management: Swansea Institute
of Higher Education, Wal!as ; -
~06/90 BTEC National Diploma in Business an
i Finance: Fermanagh College of Further
Education, Enniskillen, Northern Ireland
09/83-07/88 % GCSEs — Grade B s
St Joseph's School, Enniskillen,
Northern Ireland
LANGUAGES
ENGLISH. mother tongue
FRENCH, fluent

SPANISH, elementary
EMPLOYMENT EX PERIENCE

BIENVENUE THEME PARK

Merville, France

12/96 — present

Attractions Lead Coordinator
Pre-opening, supervised the perso
standards of customer care
Compiled and arranged Safety Operating Procedures for
Attractions

Managed employees” daily schedule and delegation of tasks
’ n the Park

nal development of staff on

Monitored safe operation of major attractions 1

R R R, R WA b e e ¥  p i

Coordinated the show quali i
: quality, ensured high sta ;
mamtenance T}" 5 s

SUPERWORLD THEME PARK

Miami, Florida

2/95-12/96

Intern Supervisor

Implemented the Intern Program

Planned and presided over Special VIP Events

Supervised the trainin
g of new employees on operat;
procedures i di

Participated in leadership developm :
' ent 1
03/94-02/95 pment and trainer classes

International cultural representative
Greeted guests and answered questions
Took inventory of stock, organised shop displays
Organised international cultural exchange events

THE NEWBERN GROTTO

Newbern, Northern Treland
06/90-09/90
Tnuﬁst Information Assistant/Grotto Tour Guide
?n‘wrded tourist information for local area

suided internation: ies i : sticaves'i
fomos 1onal P.?tl‘l_]_[:_m one of the Iargear@a}*ﬁ,_jn

Trained new employees on all aspects of cave guiding

INTERESTS
Folk music, judo, water sports

ADDITIONAL INFORMATION

1990-1993 Sports club treasurer )
1987-1990 Youth group leader ’

: REFEREES
Christophe Allain Anne Jones

23, rue de la Paix
Moissy 77550
France

Director, The Newbern Grotto
[4 Rodney Drive

Newbern

Northern Ireland

BT74 8DF
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Writing 1

CVs

@ A Career in Tourism

Choose one of the advertisements and imagine you are a candidate for the post. Make a list of
the qualifications and personal qualities that are required to do the job. Design your CV.

<articulate] and have a real appetite for hard

Wanted

...........................................................................................

Required by EXPLORE THE WORLD LTD,
a well-established travel firm operating
escorted tours of Europe (ranging from
Inverness to Naples and from Budapest to
Lisbon) for @nndla_niﬁ%mencan chientele.

We seek resourceful, well-travelled

LR S

applicants who not only have inbound tour- Do you have experience in dealing with the general public?
operating experience but also the ambition 3 If your answer is yes, then in return for your energy and

il : & “commitment to quality of service, we offer:
and ability to take on certain key g ey

management roles.
The ideal applicant must have WP skills, be

literate and numerate, accurate and

work.
A second (or third) language is ﬂsé_senuﬂ :__
Please write with full CV to:
The Managing Director, Explore the World || |
Ltd., Priory Lane, Buxford, OX18 4DG

Skyways has opportunities for cabin crew who will be responsible
for the safety, comfort and enjoyment of the passengers on board
our aircraft, whilst maintaining our extremely high standard of in-
flight service,

Are you aged 21-35, of between 160 cm and 180 cm in height,
and of smart @ppearance?

Do you have a minimum of four GCSEs or equivalent (including
Maths and English)?

Do you have a confident, outgoing personality and plenty of
stamina? =

Are you able fo remuir{\cnfmjﬁ-td levelheaded even under stress@

* o compelitive salary
* concessionary; air travel -
o excellent career prospects and training

* the opportunity to work for a dynamic, progressive
organisation.
Inferested? Then please wri’r{éucti@eﬁ DM3, with full CV, and
enclose a good-quality, fulllength photograph to us at the address
below.

Cloire Downing, Personnel Assistant, Skyways, Atlantic House,
Hazelwick Avenue, Haywards Heath, West Sussex, HH10 TINP.

Clesing date: 15 June,

Previous applicants currently on our files will automatically be
considered. Please note that applicants will not receive a reply until
after the closing date.

CABIN CREW

P |

i

x

TRAVEL TRADE SALES EXECUTIVE

The responsibility you E;l#scrvc.-]"hc freedom you'll enjoy.

Do you have at least two years’ experience in a service-related
ideally gained in the travel trade?

Can you combine this with a fresh, enthusiastic approach,

im‘iuﬁlr}'

strong powers of initiative and outstanding interpersonal
skills? If so, Monarch Hotels may have the ideal opportunity
tor you.

As a major international hotel group, we have 250 three-,
four- and five-star hotels from Greenland to the Galapagos,
We are now seeking someone with these qualities to sell
promotional packages to major tour operators. The role not

r_ml}' offers TﬁHE‘JE’H'IHih-lIit}-' but freedom as well.

M e AT £ L R e ey

Based at our head office in Bern, you will be travelling
\ f-:‘._‘.'itt‘.nsi‘l.-‘ﬁ']} to visit our customers. By .;ontributing to the
development of promotional ideas you will have the chance to
maximise your sales.
Sales experience is not '-essential..}Natural enthusiasm and total
i; commitment) to success are more impnrtant. Demonstrate
these a.nd"‘{E‘LL".;_FEWBI'CT@‘\IW'”] be high. A competitive salary
(according to age and experience) will be supported by
benefits, including a fully expensed car and subsidised
accommaodation. N\ -
If this sounds like your kind kachallenge,f please write with full
personal history to:

Karl Kdiser,
Jubilaeumstrasse 28, 3005 Bern, Switzerland

AR
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Writing 2
The covering letter: formal and informal language

The letters below do not contain any errors but the writers are
very unlikely to be considered for a vacancy. Can you say why?

Dear Anthony Maer,
Im looking far a hetiday job and T saw yourad in a
musmmrwﬁ&wuﬁas if it could be goowd because

job befave) but Lve got lots of confidence and I get
an pretty well with peaple in general.
Im basically free m July but rot ﬂugasf(b&:ausg I'm
geing aurmy then) but  wrould be really gozd if you
could take me on because fﬂ&'dfhemmegf

Haping to get a reply from you son.

Yours,

Mary Roe

10 You have decided to help Mary Roe rewrite her covering letter.

Work with a partner and complete the revised letter on the
right. Invent any details about Mary's background that you feel
would be relevant.

11 You have decided to apply for one of the jobs advertised on

page 15 (either the same one for which you prepared a CV or a

different one).
Write the covering letter to accompany your curriculum vitae.

Work with a partner and compare your letters.
Which creates the better impression and why?

I

Dear Sir.

wbn accordance with your csteemed reguest
Further to our telephone conversation of

25 Nlovember and the adveriisement witich
appeared wmn The Jimes of 24 Thvember indt.,
ol hrave the hononr fo enclose Wﬂlﬂﬂﬂpﬁ
of my currienbim vitae and would beaeech sou
Lo acquaint ypoursel{ with the conterits therein.

3%%@ o shall be Javewred with an
mterview with a View Zr duicudang my
application in further detail, ol beg to remain,

Youra fanshfidly
Chartes Fortescue &g

(Address)

Mr Anthony Mayer

Personnel Manager

Travel Unlimited

Stansted

Essex CM24 1RY (Date)
ate

Dear ...

| .
Nreply to the advertisement (state where it

appeared), | would [ike to
o
are applying for), PRl for the .... state what you

As you will see froim th
relatively ...
done),

€ enclosed CV, althoy h
sia'| ' okl
have successfully ...... (state what you have

| the
refore fee(| (state what You can offer the firm)

| believe | am hard-wnrking and
Much like to gain greater work e
oo, interview whenever

reliable and would very
Xperience.

...... and ...... near future.

—— e

Mary Roe

_________________

LA EL
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Vocabulary
Word families: remuneration

the extra ‘ehmgs such as luncheon vouchers or free medical
insurance, over and above the basic pay

b asmall sum given tir Jhe services of people like waiters
or taxi drivers fg,u

¢ money paid every month, but(j;rred 19>as annual earnings

paid to professional and managerial staff

d money paid to a professional person, e.g. a doctor or lawyer

for advice given

e money paid to a manual worker, usually calculatedhourly and

paid weekly ~nv oo,

f money added to pay, usually as ?/réﬁw;affor good work bonor @
g money that is paid for extra hours of work “t/ar I e
h money earned as a proportion of the goods or services sold by

an individual ¢ M "o i
13 Replace the dollar sign in these sentences with a word from

the box.

1 She left school wlthout any qualifications then got a factory
job, but the% weren't very good. f Lrﬂm

2 The basi¢ remuneration,isn't high but she earns 15% $ on
every tour she sells.

3 The salary is not exceptional but the $ include the use of a car
and subsidised accommaodation.

4 Th (mﬂﬁmmé charged us a Ecof £2,000 for an hour's work.
5 The starting $ is £35,000 per annum rising to £40,000 after

two years.
6 We gave the gmde'é good ﬂ@ecause she made the visit so
interesting. S

7 The company paid each employee a £250 Christmas $ as
profits had never been so high.
8 If they work on a Sunday they get $ which is double their
usual rate of pay. ,{)\ e X Liaap

'-._/

@ A Career in Tourism

Speechwork

Word siress
14 An employer will probably want to take on sumeune who is:

L £
\1 articulate considerate accu ;Efite
{  numerate computer-literate dynamic Jrfr,.ff{, “tff’#-.-_';f-'
enthusiastic aptirmistic energetic A il et
diplomatic

Match the qualities above with these definitions:

a is able to use information e is good with figures

technology e
N

b thinks of other people’s f can speak@uentiy .
feelings imess

c is discreet and tactful in g is precise, pays
delicate situations attention to detail

d shows a lot of enthusiasm h feels confident about
and energy the future

15 Underline the stressed syllable in each quality. What are the
stress rules for words ending in -ate and -ic? Read the words

aloud.
O Listen and check your pronunciation.

16 Using the suffix -able, describe someone who:

Fo) * you can count on e can start work at once
« is friendly and likes = corresponds to the job
mixing in society profile

0 Where is the stress in each word? Listen and check.

Speaking 2
Job interviews
17 Students A are interviewers; Students B are interviewees.

GROUP A
You are going to be interviewed for one of the jobs
advertised on page 15 (your teacher will tell you which one).

Make a list of the qualities you think the successful
candidate should have. Then make a list of your good points
and be prepared to sell yourself at the interview. Think of the

questions the interviewers will ask you and questions you
will want to ask the interviewers.

18 An interview panel from Group B will interview you and
other candidates for that job.

Follow-up
19 Type, word process or write your CV and show it to your
teacher.

17
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Trends

In Tourism

Describing patterns of change in tourism

Preview
Work with a partner. Look at these pictures and say what
kinds of traveller they show.

Make a list of as many types of traveller as you can.
Compare your list with those of other people in the class.

What do you think is the difference between a traveller,
a visitor and a fourist? Write brief definitions of each
word and discuss them with your partner.

Listening 1
Definitions of tourism

Listen to part of an interview with Dr Alberto Garcia, who works for the World Tourism
Organisation. He is talking about how the WTO defines the words traveller, fourist and
visitor when producing statistics on international travel. As you listen, write the words that
are missing from the chart and from definitions (a) — (i) in the box below. You will need
more than one word in some gaps.

INCLUDED IN TOURISM STATISTICS

NOT INCLUDED IN TOURISM STATISTICS

VISITORS 1 Temporary immigrants
A : B 3 Nomads 7
| : 4 44 o Qo M G (
MAIN PURPOSE OF VISIT 5 Members of the armed forces
1 Leisure and recreation
2
3
4
5
6 Others

The World Tourism Organisation’s Classification of Tourism
Tourism comprises the activities of persons travelling to and (a) ...... in places outside their (b} ......

for not more than (c) ...... consecutive (d) ...... for(e) ...... e and other purposes.
o {g)..... involves residents of a given country travelling only within their own country.
* (h) ...... involves non-residents travelling in the given country.

s ) involves residents of one country travelling to another country.



€ Trends in Tourism

/
Vocabulary T A
Commonly confused words S i é
poapt d s 8 ajourney crassing  tad
4 Some words are very similar in meaning, and it is important | journey drive i
to know exactly when, where and how you can use them. | :;:m 't"::’ %
There are many ways of describing how we go from one voyageé ¢ of travelling m'{: E&m i ?:?
1l i ac Tk :
place to another. Look at this entry from the Longman mey | ;&5;;1’;*;, an ac) e that s far aWay UL 0 had %
ol = piher, it W joLrTiEY 4
Activator Language Dictionary under the keyword heading of Tve made ¥ iff:} uring B S e jour-
Weo plenty of time 10 AL Eop chall have 10 0o qvery
TRAVEL. Use the definitions to complete these sentences. kyo.| make a journey jo il 5
oo 1-1‘*“.5*'“,;';;‘;3? | a 12 hour/& ngel) B
a If you're visiting Madrid, why not go on a day ...... . long rain sl 12 hours, 8 ey i
rney (= ; to Ka : %
to Toledo? o Fuelling 12 “‘Em;':ra%m toa plaﬂli::‘?ﬁ ﬁm% %i
) : rip| theacto ; inthe p &
b The ...... was delayed because of air traffic gpﬂiam; when you oRly St2¥ {ing tired after my 11 &
congestion over Heathrow. EE%DH {;’j‘r"ﬁﬁfﬁffﬁ‘z :Eﬁ trip It S ;n&]mwfﬁi{sﬁn#é 3{;
[ ip . . 's 8O
€ The..... on the ferry was very rough. e  aboutgoingona beCt iy wiw“ﬁ*% . %

ete trip a school 118 G0 0ry po pack unil

The train ...... from Madras to Bangalore was o bust : in Cl o 1
d a & i iflat a journey it ;ﬂlﬁf such a long *igm &

uncomfortable. T Elove to €0 10 mimi at ”‘f‘“"w%ﬂg%ms,

; : jght was te flight (=tha talkes :
@ The Titanic sank on its maiden ...... . j:‘gu minute/12 hour €
f Why not hire a car and go for a ...... in the country? R 1¥
: : s - 12 hours etc) Even when you get to Vancouver there’s still

g There's a volleyball team on ...... and they want hotel a 90 minute flight up to the islgnds,

voyage | 'vai-idzf a long journey in a boat or ship (n C]
Valerie did not like long voyages because she suffered from
seasickness. | The voyage from Europe was a hazardous
undertaking, with heavy seas and strong winds.
crossing |'krosig § 'kro:-f & short journey in a boat or
ship which goes from one side of a sea, lake, or other area
of water to the other side (n C)

© The ferry crossing was rough, bist luckily none of us were sea-
sick, | We boarded one of the tourist ferries for the crossing

accommuodation.

h The museum is a short bus ...... from the tourist
information office.

use similar word networks or word trees,
include grammatical information.
use phonetic script or your own system.

write a sample sentence to illustrate the
meaning.

Learning Tip

make an accurate translation. ‘
draw a picture.

Word families

5 Work in groups. Add as many words as possible to this
network and create new branches. Use a dictionary if
necessary. Some words have been given to start you off.

-

1 travel means of
i |
= |
i types of sea
expedition explore

o Staters Island, home of the Statue of Liberty.

drive |draiv/ a journey in a car (n singular]

Lettie wos expecting her at seven and the drive across foln
woild be slower because of the rain. | a 12 hour/15 minute
ete drive (=that takes 12 hours, 15 minutes etc) The six-
hour drive was worth it (o spend the weekend with him. | go
for a drive (=drive somewhere, just for enjoyment) Anyone
fancy going for @ drive?

ride [ra:id} a short jeurney in a vehiele such as a car. or
on-a bicycle or a horse {n C]

He pretended to be asleep for the entire two hour ride. | bike/
car/horse etc ride On the car ride back from the airport
he told her all about his trip. | go for a ride (=ride some-
where just for enjoyment) Il 5 ¢ very fast bike. Do you want
to go for o ride?

towur [ta') a planned journey during which a pelitician,
entertainer, or sports team visits several different places,
usually within a fixed period of time [r C)

The King has left for a six-week tour of Australio and New
Fealand. | We have had a reguest to include Lhasa as one
of the cities visited on owr tour. | Planning has already begun
for next year's rughy tour by the Fijians.

drive

cruise

S e B
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Listening 2

Listen to a song sung in 1963
by a British pop star called Cliff
Richard. Put the line endings in
the right order.

viny

Line endings "
heliday holiday holiday @y
two two brightfy /Lyt
“frue " -~ blue~ wanted fo you
true movies '
~ Match the line endings with the lyrics.
We're all going#1.2,. summer ..*?f.?'JJ
No more working (L% week or ; “"J"
Fun 847, Iaughterﬁ:f...:’."summer holhd! g
No [ty worries ..l me or 2. 2
©r 5 week o 1}?{.&: 5 |
We're gcung““i!‘:‘:*‘,‘? ey shmes '”“J U Ef' o 4
We're going h¥t, ¥ea i lue 2 oD \ee
We've seenl.,,"... the Yo e e, FEL ]
Now 1et'5 see | it w“u}
”'rf summer ,,,,, O ol o _ ';i_.'u.‘f}'
: t.!_,ﬁ,a_ L A ;“
W things thE}" alwa‘,rs ...... L
) A
going on a summer ...
Tr:: makel.ﬂ...?@cjdme Gl ¢\
Y0\, me and 114y A
Listen again. Fill in the remaining gaps.
Reading
Work with a partner. Discuss the way holidays have changed
during your lifetime. M
Read the article about the way tourist destinations hawe Bl
developed over the last three decades and answer these |
questions. i
™

=hop 8 orom

What was the film Summer Holiday about?

How much did two weeks in Majorca cost in 19637
How much did it cost to go to Australia?

What were package holidays like at that time?
Why did package holidays have to last a long time? Q2
According to the article, which Iong?:aLFr destinations * \
have opened up since the 60s? P
How has Australia become a tourist destination? Wy
In what way has technology affected tourism? o ey |
How has politics affected tourism?

}" ) \\!:.__: =

*\ A guinea was worth £1.05.

SUMMER HOLIDAY

Peter Hughes looks at how our horizons,
have expanded and the world bas shrunk since 1963

“We're all going on a summer holiday,” sang a British pop star,
Cliff Richard, way back in 1863, but he and his musicians never
thought of going further than ex-Yugoslavia. Their adventure in the
film Summer Hﬂl|day mw:rlved buying @ London bus and driving
through Europs. e
The few package holidays avaliable were to places such as the
Costa Brava, Palma, Austria or ltaly. Holidaymakers flew in a
(“piston-engined aeroplane such as the Lockheed Constellation and
“paid abouf forty guineas™ for 15 days in Ma;pma
At that time package holidays were rarely shorter than two
weeks, This was because the g*mre!'nment wouldn't allow tour
operators using charter flights to sell a holiday for less than the
price of a return ticket on a scheduled airline to the same place, As
a result, the number of people able t::: aﬁard a holiday ai:-mad Was
limited. seoteviqeped sAOW QbR
The expansion of popular travel has baen explﬂﬂwe Around
250,000 people togk a package huhdaz.r in 1963; in 1992 the figure
was 11 miflior Increased q{ﬂsEE? of gaurse, fias made {his
possible but the biggest m’?!‘nendas have been politics and
technology. Take Australia. In 1963 you would have spent your life ﬁ
samlngs getting there. Now you tan go to Syﬁney on a two- eek , ;;'
package and stay at a four-star hotel for 3 fraction of that pric o x| ﬁﬂ;
It was a mixture of politics and technology that brought the E

g Great Batrier Reef nd Sycinay harbour, within, reactn For years the ,ﬂﬂ

national airlines had | nﬂmsed an}r EpmpﬁTtmn from charters but, | 4
as the Australian emnﬂmy«t}ecﬁngﬁ and with the success of the
mcenieng[;; celebrations, revenue from tnunsrﬂﬁ% e)f‘]”mﬂre and
more attractive. So the puh icians ahanged their mind and charters
started up in 1988. o P
%new technology was in pe airmaﬂ itself, the Boeing 767 -
two ;el with the r Q}% n emnﬂmy to bring a whole \
catalogue of long- jﬂﬁiﬂqaéﬁ ations into the package holiday '-.

““Womain. Thailand. India, Mexico, East Africa, the States and the

Ls}‘h'k Caribbean all have their piaci in the mass market brochures thanks ‘i:‘

to the new aircrafl, -F Suas

Politics with an eyﬁn bigger, "P" have upenew &[ﬁ wa@ﬁ”
world that the most 3dventdraus would h ge been, el ant 0 :
thirty years ago, even if they had been’alfowe i Now several ’fs;

international a;rrlf es fly fo Ho Chi Minh City, formerly Saigon, and | a}‘
the tourist can sciamble fﬁmugh the Vietcong's seeret “ﬂﬂf}mf}{ of | thoo 31»

~ tunnels which have been saeclallﬁnﬁeneﬁ" for brﬂa&‘ bﬂttumeﬂ-

<westerners. China now welcomes tuuria,gs W throng the
Forbidden Cily, cruise Up the Yanglze, am:l ﬁmwﬁfai%he Terracolta
Warriors at Xian. NER

As for Eastern Europe, the Russians waﬂl tﬂunsts almus t more
than there are tourists to go there, and in the Czech state visitors 1}
" stroll through the fair tahg;{;ree@ of Prague in their milliops L% Wk
these cities E%OFTJ?:EJT}[E IEQH &1 architecture..has been®fia Qrﬂ)ﬁ .
down intact. St Petersburg would still be recBgni to Peter ;’J
“the Greal; Pra is: still mu;g} s Mozast kngw it. Whatever else 1%“
lhewgﬁ't}ﬁot id, Ihmr I 35% g)a Bmldmgs has proved r’;}iu
to be an unexpeeted*ﬁﬂ d the beauw {}f enti ra

f].:".'-l

city centres.
/ tr |
{Hdapted fmm an alt[cle in Express:q{zs} o

N



Language Focus \/

The past simple and the present perfect simple
Here are some examples of the use of the past simple tense.

Around 250,000 people took a package holiday in
1963.
In 1992 the figure was 11 million.
Prague is still much as Mozart knew it.
Here are some examples of the use of the present perfect
simple tense.

The expansion of popular travel has been explosive.

it has now also become possible to cruise up the
Yangtze.

When they've built the new airport, they'll be able to
accommodate more passengers.

Decide if these statements are true or false,

The past simple can be used to describe past
events or states.

The past simple can be used with:
so far, up until now, over the last few years,

Practice

J@f/r,@sﬂzﬂ At m.?f?“ VETACLLLY

€ Trends in Tourism

The present perfect can be used with:

ago, last year, in 1994.

The present perfect can be used to talk about
past events whose effects are felt now.

The present perfect can be used to refer to the future.

Complete the definitions of these tenses using the wurds

below: i

(indefinite < definite moment 01‘ speaking

nspecifie urrent-
¢hrisp 5*‘{-{’4{{41 thrandz &

The past simple refers to an event or state that is seen as

The present perfect is used to refer to events which are

viewed as occurring at an ...... or ...... time in the past. The
event is perceived as having ...... relevance and is /!
connected to the ... .

remote :’a@v il M{, glleciweses

Complete the passage below by putting the words in brackets into P £ Ui
either the past simple or the present perfect simple tense. 5 A

THE SPANISH TOURIST INDUSTRY

Tourism to Spain goes ba(:k to the 1930s, but
. in Spain
during the late 1950s and 1960s. The post-war
economic and population growth plus the

package tourism really {take aff] ..

increase in leisure time and
dlspnsable income in Northern Eurﬂpe R
(coincide] ...... with Spain’s PGILC?’ to L,} A
welcome tourism, offering a rtha‘iﬁle N
climate, beaches, a different culture
and low prices. The favuurah»}e
exchange rate and competitive cost of
living (be) ...... additional incentives.
Mass tﬂurism (begin) & 9047
towards the end of the 1970s but the
familiarity with .Spam and falling
standards (lead) ...... to a poor image
of the cuuntr}' as a hﬂhda
destination. As a result, Epam [fﬁf:e
...... competition in the late 1980s

from other Mediterranean and long-haul
destinations. At that time competitive airfares
across the Atlantic to Florida and the low cost of
living in America {mean) ...... that many people

government (make) ..... -
refurhishments ,)many hoteliers (improve) ...... the
staitdard of accommodation prmrided in order to

[prefer] ...... to go tp the.States rather than holiday
in the Iherian pﬁnmsuia Even so, in 1993 Spain

(welcome]) ..
of GNP - and (account for) ......

. over 57 million visitors - 8 per cent
24 per cent of all
Britain's outbound tourism.

The Spanish tourism industry
( mai .. many mistakes in the early
years w1th the building of high rise
hotels and poor town planning.
However, the situation is changing.
Over the last few years the government
(restrict) ...... building and is providing
grants for organisations and training
in the tourist sector. In addition, it
(implement) ...... an investment
programme to modernise public
service facilities and infrastructure
and to protect the environment. And
with the help of soft loans which the
available for

LR
! meet the new smctergmdelmes HIETREL D s r%

JL,} L et C fSE vt 3




Speechwork
Past verb forms with -ed

10 There are three different pronunciations of -ed in regular past
tense verbs.

o EEs TN

How is the ending of each of these verbs pronounced?

created opened checked  developed
organised vElE?d _ travelled  stayed
continued feceived  asked

jumped delayed lasted
0 Listen and check your pronunciation.

Speaking 1
11 Work in groups and discuss these questions.
a What was your local area like fifty years ago?
b Was it attractive to tourists?
¢ What changes have there been since then?
d How have these changes affected tourism?

Writing 1
Taking notes in English
12 Work with a partner and discuss these questions.

a When listening to a talk in your own language how do you
take notes?

b Do you write down everything the speaker says?

¢ How do you choose what to write down?

d What advice would you give to someone about taking notes
in English?

13 Here are a few tips to help you make notes.
* Use recognised abbreviations:

FeLs ¢ e el 7 it t‘l ﬂfj:.:tﬁﬂ'“’*
Only write the CONTENT words; omit others, especraﬂy
grammatical words:
Fhe train wileave-at 16.45,

You can also use your own invented abbreviations. For
example:

The average noon temperature in Sll‘lﬁd}ﬂl’f{iﬁ 31° C fallingto  ©
23" C at night all year round. Rain is frequent, often in the form

of short downpours. Humidity is between 75 and 80 per cent.
’

’ﬁ;‘t’!?.".ﬁi:i‘lj‘i'li"-‘ifi‘t‘:ﬂ’-‘-‘tﬂt&%ﬁém%ﬂ&w::ﬁh?ﬁfﬁﬁmﬁﬁﬂiﬂmﬂ{ﬁﬂmiEﬁ'ﬁﬁmﬁ?ﬁ?}g@% :

‘ Av. 12 p.m. temp. = 31° C
25° night. Fr@q rain, Hurmid. 75-807%

A E I i b R R e m%aﬁ**...ﬁigﬂwrﬁ

14 Look at the way this paragraph has been put into note form.

Rewrite it in complete sentences.

+ 20% visttors ™) Hungary last year. Total no. = 41m
(incl. approx. 2%m on holiday) ™™ profit $440m
($592m prev. yr.). Profit 1 because

altho' vo. touriets T they stayed < nighté than prev.
B e ol

— | A S— LamediE s,
Lanh M TR T ?rﬁﬂ'ﬁ’ﬂﬁ?ﬂ?‘ ' f'.w'!mrgwmﬁ??% T

Listening 3

o 15 Listen to Christopher Keoh talking about recent

developments in Singapore. Take notes under these
headings:

ORIGINS OF TOURISM IN
SINGAFORE

NUMEBEK OF TOURISTS
AVERAGE LENGTH OF STAY
BREAKDOWN OF ARRIVALS




Speaking 2

Work in groups of four, Within your group you will work in
two teams of two people, Team A and Team B.
You are going to give short talks on tourism development in

two different countries.

Team A look at the information on Ireland.
Team B Jook at the information on Egypt on page 104.

L Ireland fact file

IR =

Team A

€ Trends in Tourism

Read the Ireland fact file below.
Discuss tourism in lreland.

Decide what you will tell Team B.
Make notes and plan your talk.

When you are ready, give your talk,

History

Recent developments

The present situation

beginnings of tourism unknown

real expansion over last 30 yrs

become 3rd largest export earner

Either write up a full description of one of the fact files, or research an area of your choice and
write an account of the development of tourism there.

1845: horse-drawn coach service govt. help : employs 91,000 T ST
operating round Ireland (4,000 miles/day) : ! p'.@rs el e e C ! 3
promotion of special interest hols, e.g. agapaeals to younger gmﬁrﬁiﬂh & I % Cpole %&-jﬁf
. €19: all visitors <= Britain golfing, hiking, fishing independent travellers | R
! . Ao = ,L;Jr_ujlr ) !
| 1895 1st package tour -—— America | special purpose English language | appeals to Irish Americans in séarch of ; fy{: Ug
| holidays FOOLS o er ;
- 1920: 1st official tourism office :
_ _ special attraction: the culturai h@tmfay
1941-45: food scarcity in (Dublin, Blarney, Kilkenny)
the UK —= LS soldiers visit Ireland :
#o eat better visitors: 55% -a— Britain
i 28.8% -=— Europe
| post 1945: plentiful food supply in
Ireland ——m= British visitors av. stay: holiday 11.1 days
| VFR 10.4 days
Writmg, y 2 s qurﬂ* *




Where

People Go

Describing the role of tourism in an economy
Working with figures

Preview
Work in groups. Look at the pictures and answer these questions.

Where are these places?

How fong would it take you to get to each place from where you live?
How would you get there: by air, road or ...?

What is the time difference:

~ between these places am‘zﬁur country?

B N B N e

~ between these places an Mﬁ»

Reading

2 This article is about three French women who set off on holiday
and received an unpleasant surprise.
Read the article and answer these questions.

a What was their American dream? ' f How did the policeman finally manage to explain the situation
b Why is the article entitled “A Tale of Two Cities"? to them?
c Why weren't they suffering from time zone changes after g Why were they unwilling to take phone calls?
eight hours’ travel_? . ; Has anything ever gone wrong for you or for one of your
d What was the “minor inconvenience"? friends on holiday? What happened?
e Who is they in “They simply had no idea"? a Xy
e ¢ - Ay F 4 &
i A P, |
. A g BT PNTTTY, 28 Lo e L 7y
fg qak /) /? f%d:f row G
ol ' 0 ol o Py o |
et \ ?

A tale of two cities as(mtrepld, trio lose out on American dream
Thf three French women had set aum adventure. [ Then tfw}r asked ‘Ts this Hampshue’ and [ agreed. [t was ail a
The hotel was booked. They had their hnhda}f cash, They | great mystery, so 1 asked if [he}r had a brochure from the hotel
were looking forward to the aut _mﬁi MGUH{[ ' and they produced a,_pamphlct I spotted the word Pﬂttsmnurh
Portsmouth, New Hampshire. It didn't seem that far away, the | then saw that it was in New Hampshire, USA, I%ﬂﬁtﬂ the
United States. Only eight hours on a ferry from Le Havre. They | map on the leaflet and .showed them Portsmouth, then ran my
had preferred ro rake the boat, mrlcifr rhan ﬂ; Bur even they were | finger down about half an: ;gé;j and said ‘Look! New York!’ ]
surprised at how little they were &ﬂfﬁ:l’ﬂ’lg me th¢ Ilme zone | didn’t know if they were going to laugh or cry when, in brqlg:n_.,.
changes. There was only a1 finor inconvenience, it L eemad. They | English, they asked ‘Are we in the wrong country?’ ‘Ejﬁ}mﬁatelx,
stepped into a taxi, aakmg for-the Sheraton, They had already | they saw the funny side and burst out laughing, I've been doing
booked for a three-day stay, and paid a $500 deposit. But those | this job for Sfl, years and this is the first time I have come across

i i B i i

<cabbies; They simply had no idea. Drive you about for hours, and | anyone who e cntaﬂ}r Came to the wrong country for a
7~ still unable to find a luxury hotel as big as the Sheraton. holiday.” The thre_e_ women, two in their twenties, one a little ’
r-'%.& kM:ﬂhe police became uwnlveiﬁl‘?iq\ thekcﬂ)ble}turned in | older, were taken to the two-star Arcade hotel in Portsmouth. |
dcspcratiun to the Portsmouth cnnsta,b . He w unable to | They plan to return home this morning, according to the |

,j}}“ trace the famous hotel. “They were aéf a:h%hrhey had booked ' receptionist, Sara de Bathe. They were fighting shy of all
into the Sheraton in Portsmouth,” PC David Crouch said. “They | telephone calls Particularly long-distance ones.
asked if they were in Portsmouth and 1 said "Yes'. [ pONA S (from Th-Guardian)




@ Where People Go

S Vocabulary Speechwork 1
British and American usage The schwa sound

¥ the French women had managed to get to the USA, they 05 In exercise 4 Penny says:
~would have heard people using American English words

- and expressions.

the words in A and B which have the same meaning.
words are British and which American?

“| would've kind of liked to stay longer at a couple of places.”
/o wad 2 kamnd 2 latk ta ster lonar ot 2 kapel o plersiz/
Which sound occurs most frequently?

This sound is the most common sound in English but it is
T e spelt in many different ways.

— R = 06 Listen and write down the words you hear. Underline the

mn— .a bill
autu - letter that corresponds to the / 5 / sound in each word.,
a check ~~— _—acloset_
//ﬁ 7 Read the sentences and phrases below, Where are the /5 /
2 cupboard all_
sounds?

_an elevator /_—ground floor

a faucet Fa. -

first floor- |~ aone-way ticket

/’jﬂa round trip

 Jou el
_arestroom.__{_/ a tapkrzwt}ﬂu w C4 ?:f-f:ﬁ
a return . ;}%\;& toilet
asingle — two weeks

Listening 1
‘Americans in Europe

Listen to an American family talking about their holiday in
Ewrope and take notes on the comments they make about
‘#ach of these topics:

a fortnight~_

08 Listen and compare your pronunciation with that on the

ation

FARIS AND FLORENCE
SWISS CHOCOLATE
CHEESE

e ICE CUBES

n i’ SHOPFING
la %
th, %
the :
my - 8
B %
CUR
ing %
‘055 E
wh, &
the %
all §
o
::é:.
n
an) %

R TR




- Language Focus
The definite article
1 Look at the following and put them into logical groups.

Africa the Himalayas
the Alps Italy

Asia Kilimanjaro
Australia Lake Michigan

the beaches of Goa Lake Ontario

Buenos Aires Lenin's Mausoleum

Everest the Seychelles

the Gobi Desert Napoleon

the Nile | Count Dracula

the Pacific the temples of Bangkok
the Parthenon the Thames

the Mediterranean the Uffizi

the Czech Republic the Louvre the Sahara the United Kingdom :
Japan Madame Tussaud's Saigon the United States of America
Geneva the Mayan ruins of Yucatan St Basil's Cathedral the West Indies

Rule 1: the Uffizi, the Prado, the Victoria and Albert

Rule 2: the Nile, the Thames, the Atlantic

Rule 3: the Seychelles, the West Indies, the Philippines

Rule 4: the Sahara, the Alps, the Rockies

Rule 5: the Czech Republic, the USA, the UK
Practice

The word the has been deleted from this article.

the Yangtze

2 Look at the examples and write rules for the use of the in each case.

Rule 6: Innsbruck, Switzerland, Europe
Rule 7: Napoleon, Count Dracula, Prince Charles
Rule 8: Lake Ontario, Everest, Lake Garda

Rule 9: the beaches of Goa, the Tower of Londan,
the Mayan ruins of Yucatan

Rule 10; Madame Tussaud's, St Basil's Cathedral,
Lenin's Mausoleum

Put it back whenever necessary. The first paragraph has been done for you.

szvent}r per cent of Britons believe visiting
London is more dangerous than going abroad,
while in Seotland thi to 80 per cent. These
findings come f@espitmbﬂr of tourist killings
in Florida, Eg}fﬁ;-aﬂd elsewhere in Africa,
according to Lunn Poly, the travel firm which
pgﬂcd a{fﬁﬁdom sample of 1,030 adults about their
holid ay intentions.

Trips to Florida from Brtain fell by 20 per
cent last summer and nearly half of people who
werg polled said they would not go there next year.
That 1s bad news for Disney World in Orlando, top

American attraction for British tourists, and

bookings are also down to Disneyland near Paris.
British fear of London is not___shared};by nine million
foreigners who visited capital last year — London’s
attractions, such as Changing of Guard being main
reason why Britain was world’s sixth tourist
destination. At least 25 per cent of British families
are expected to holiday abroad next year, and a
record nine million are .prrecaél_i} to book a foreign
package holiday. J

It looks as if biggest beneficiary will be
cheapest country, Spain, where bookings are up by
50 per cent — not least because EﬁSﬁtﬂH}lHS fallen

e

faster than pound.
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Other uses of the

a We use the in superlative expressions: d When a noun or adjective is used to create a
The biggest influences on tourism have been category:
politics and technology. The Russians want as many tourists as
b When the identity of the thing referred to is clear possible.

The dollar is wanted everywhere,
When the noun referred to has been previously

from the context: -
I'll meet you in the lobby. (It is obvious which e

lobby.) mentioned:
¢ When the identity is made clear by a following She bought a map and a guidebook but took
clause: the map back. It wasn't detailed enough.

The price (that) you gave me was wrong.

Other omissions of the

Before nouns used in a general sense:
Ask here for information.
Tourism earns foreign currency.

a Before nationalities, when referring to an c
individual:
She's British but her husband is Greek.

: dl(lﬂg 1

b When referring to an ability to speak a language:
He's very gifted at languages. He can speak
French, Russian, German, Spanish and Arabic.

in two groups. Group A look at the grid below. Group B look at the grid on page 105.

| P A et

BROUP A
scuss what should go in the gaps. Then work with a partner from Group B to check your answers,
COUNTRY CAPITAL LANGUAGE CURRENCY
..... Afﬂﬂnti'nﬂ &Cﬁ Flﬂt) ﬁ‘?:’;f«‘.f-" :-'f gf}i:-‘:"',{"w ]' PﬂEG
f h ges Vienna German ,:; __.j;_’..*{: LEe
Brazil Brasilia Por bugugce fgéwﬁ |
i .f.il' |_r f = : .
{ e ot e I.:,:Eh{. pﬁ_.&fg g ijch Crawn}
Egypt ,/9 @ ;ur-[? Arabic f'ﬁu ) ,5‘*-1
[eLee. /}43 hﬂaf‘ 2 Greek Drachma
Hungar}f Fg)v{u"_c “1‘.- /{HMIQM\ o L"\ Forint
3 H Rome J!ahan Ay A
s Toluy Lo hounk se el
Kenya ’V&i obt  / Swahili, English Shélina
rlJ e lkl‘:ﬁ N Kuala Lumpur Bahasa Malay, Chinese, English .‘_’}
Madri Zhonsy L | eeen
Switzerland 277) H\wﬁ e {..,L5 Cindan {Tﬁhﬂi& !-\Jé ’H}M Swiss Franc
Tunisia Tunis Kovaaney |
Tur.l_iey I)hédw{’%“ Hi - W{ 2. \n Lira
\ Whisdas iy Urainean Gy wig

many cases the nationality is the same word as the language (French ~ French); but sometimes
are different (British — English). Do you know any others that are different?




Listening 2
Figures
01 | Listen and write down the figures that you hear.

Working with figures

We say 9 million (NOT *9 millions).
We say 2 million foreigners (NOT *9 million of ...)
BUT we say millions of foreigners, thousands of tourists, etc.

For figures over 100, British English uses and between the hundreds and the tens:

but we say one thousand before a number of hundreds:
1,548 one thousand five hundred and forty-eight (NOT *one thousand

if we use a decimal we say point. tach figure is said separately:

My telephone number is 205478, two oh five four seven eight

From, to, and by are used to indicate changes in figures:
The price has@ié@y 5%, from $100 to $105.

When speaking about money we say the currency unit after the figure:
£55 fifty-five pounds
C$800 eight hundred Canadian dollars

257 two hundred and fifty-seven USA: two hundred fifty-seven
983 nine hundred and eighty-three USA: nine hundred eighty-three
1,000 a thousand or one thousand

We use and when there are no hundreds:
1,030 one/a thousand and thirty;

0.35 0.5 8.75
UK/USA  zero point three five zero point five eight point seven five
UK nought point three five nought point five eight point seven five
Fractions are expressed using ordinal numbers:
athird1/3  aquarter '/,  ahalf/;  twofifths 2/5  three quarters 3/,
Note these mathematical terms: e
18 x 34 = 612 ~ eighteen multiplied by/times thirty-four equals/makes/is six hundred and twelve
27+3=89 23_? =9 twenty-seven divided by three is nine
Many figures are pronounced individually:
A Boeing 757 : seven five seven
Flight BA 818 eight one eight
Your reference number is 995. nine nine five
My room number is 631. six three one

and five hundred...)

Speaking 2
Calculations
12 Read these calculations aloud.

5coaches @ £1550 each=  costof coach firs = £500

£7,750 with 10% discount j (et

g | 500=£16:66 head i’
T_ %

‘"‘*FﬁNl#*-ﬂﬁ?:?mﬂm;w#ﬂﬁhﬁﬂﬁﬂm!‘!.’-!'-?J_-"E‘:‘F:mﬂ.?:

116 were on business = 1,066,666

' [

R R S T RO RSO B B e s LA S B A .:\.:u;;_;,"pr
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0.000
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Becribing tables and pie charts

wk with a partner. Student A look at the statistics in the
moises below. Student B look at page 105.

1 TA

]

% your partner for the information which is missing from
‘%able and answer his/her questions.

MOST VISITED MONUMENTS AND MUSEUMS
IN THE EU (NUMBERS PER YEAR)

RANK PLACE ' NO. OF VISITORS
1 = The Pompidou Centre | 7.9m
3 AL Bk e 2.8m

: %{{:’%/E 2.4

—— yj —— -
ﬁ - : ' '.I?
"éz A o { f | __‘: ] ¥
/‘7;1. iéiijl'fd}f# :;";:éf J == (EE h."

G Versailles ¥ 2.6m

be<ent the figures in this pie chart to your partner. Then
sten to your partner talking about tourist spending in the
and complete the information on the pie chart opposite.

VALUE OF TourisM To THE UK

ToraL £26,659 MiLLION

£2.100m in fares by overseas
visitors ro LTK carriers

£10.665m by LIK
residents

staying

overmHght

29 00 3 m by
IR residents

e day [rps

L7891 m by overseas visitors in the UK

@ Where People Go

Writing
Questionnaires

14 Write a questionnaire and, if possible, interview some
foreign visitors to your town or city. Not everybody speaks
English of course, but you should be able to find some
people who can. It is probably best to do this outside a local
tourist attraction.

Ask the visitors about:

e the places they have visited.

« the reasons for their travel.

e the type of transport used.

¢ where they are staying and for how long.

* what special E:Et:.:hages%ey have made.

Compare your findings with those of other members of your
class and write up the findings of your survey using charts
and statistics wh&r@ﬂ:mpriaté} )

15 You work for the market résearch department of the UK
- tourist board. You have been asked to write a short report on
the nature and value of tourism to the UK. Use the
information from Speaking 2.

TOURIST SPENDING BREAKDOWN

DOMESTIC AND OVERSEAS TOURISTS

ToTaL £18,553 MILLION
Fn fer 7O kvt Lorf

29




L5
Travel

Agents

Taking and making holiday bookings

Preview , Voc,abulary
The alphabet \ Two-part verbs |
1 How are these letters pronounced? 4 £ ﬁe verbs in the box are often used when making telephone
A EI OU Wéﬂﬁ Use them to fill in the gaps. |
GJyY B .

Make sure you know how to say the English alphabet.

2 Work with a partner. Student A look at the card below. N S |
AU 200l k e oha o page- 105, J{ " a Sorry, | don't know what happened. We got ..... .
STUDENT A “ U b Ill.....yoU ...... to her extension.
Tell your partner your name, address and phone number (on ¢ The line is constantly busy - | never seem to be able to ...
the business card), and write down your partner's name, d Could you ..... a minute and I'll see if she’s in her office.
address and phone number. e Would you ..... Sky Air and ask if they have any seats on ths
Saturday's flight to Delhi?
m f I'll make some enquiries and ... }Lt M%I;y el leven,
g Don't....yet; the call may be d‘vepted to a‘nother number.
=2 -28 CRITaELa K A 5 What would you say in these situations?
Kasvkase ; a Someone phones but the call is for a colleague who works on
SALTAMA : the secand floar.
Jaran : b The line went dead. The person you were speaking to rings
8 6236234 ¢ You're on the phone but need to gef a file from the office
e — R i : next door.
' d You're on the phone but haven't got all the information to
0 3 Listen and check your pronunciation. hand. You need about an hour to get it together.
e The number is constantly engaged.
f You want someone else to call Glahal Taurs tat yau,
Talking on the phone
Here are a number of expressions that you may find useful when making a phone call:
May | speak to/with ... I'm afraid she's not answering her Hold on a moment, please.
I'm returning your call. phone. I'll just put you on hold.
Sorry, could you repeat that? I'm sorty, there's no reply. I'm sorry, you've got the wrong
I'm afraid he/she's not in at the Can | take a messag‘:ﬁ i number.
moment. \ Shall | get him/her to call you back?  Sorry to keep you waiting.

‘5.} Mrs X will get back to you.
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ing questions

In formal situations it is more polite to ask questions
indirectly, especially at the beginning of a conversation. For
example, when asking a customer for information, it can be
better to use an indirect form such as Could you tell me
when you were born? rather than When were you born?

Look at the questions below. What do you notice about the

way indirect questions are formed?

Direct questions Indirect questions
How far is it? Can you tell me how far
' it is?

How much does it cost? Could you tell me how
much it costs?
Do you know how long

the journey takes?

How long does the

journey take?
Which of these is correct? How would you reply?

Would you mind spelling Would you mind to

that for me? spell that for me?
Do you mind if | sit here? Do you mind if I'm
sitting here?

Practice
The following questions have been jumbled. Put them in

For example: spell you could me for
g e Cfuliyau 5pell'}.inare: for me?
the you | mind do check 2

det%ils if

shating mipnd twin you a would bedrdom ?
i >0 ¢ i .

e you £ can what tell f&x yobr mber ?,
g9 I~
yoy filling : _
wgnt mcji’ny you ,ha?N could you té\ll_1 o wit
ydu like would t6 me hdld put you on ?
you wopit sharng be twin a bedded room

P e mmlerNy SRl oL O oF W

Speaking 1
Telephone skills
Discuss with your partner:

The impression you would like clients to have of you.}
The impression they should receive of your firm.
How you can give this impression over the
tetephone,

Listening 1
Listen to six telephone calls and answer these questions.

Who made a good impression and why?
Who didn't make a good impression? Why not?

Think of an adjective to describe each speaker.

b e
requirements yﬂkﬂr entry, dl%WHtﬁE may attention _
a,gai}l oh they are aren't strike the traffic controllers_ af ?

© Travel Agents

3 Study the way these tag questions are made.
A visa is compulsary, isn't it?
You're not leaving until next month, are you?
They haven't confirmed the bowk_ihé yet, have they?
You won't forget to fax me the details, will you?
Tanya, pass me the brochure, will you?
Let's have a look at the schedule, shall we?
You had a single room last year, didn't you?
What are the rules for the formation of tag questions?
Why do we use tag questions? What is their function in the
examples?
4 Sometimes a question doesn’t really function as a question.
For example:
Why don't you try a holiday in Scandinavia?
Let's have a look at the schedule, shall we?
How would you categorise the following?
Shall | look after the paperwork for you?
Would you like me to make the visa arrangements?
Would you care for a cup of coffee?

the right order.

Linares 7

necg_;s.s?ry sErh"all the make arranfements you ?
in mind _filing _would this, fo‘fn;pé me for ?,

e A
h go people ?

? (2 answers)
?

Speaking 2
8 Work with a partner. Student A look at the text
below; Student B look at page 106.

STUDENT A

You work on the switchboard of Skyways
Holidays. Take the telephone call. No one is
available in the sales department at present.
Offer to take the name and telephone number so
that the caller can be contacted.

You work in the sales department of Skways
Holidays. Return Ms Penelope McBain's call.

Find out what she requires and take down the
relevant details.



Speechwork

Intonation in questions

Listen. You will hear the same question twice, with different intonation.

Which sounds friendlier? Why?

If your voice is flat and has little expression in it, you may sound
and uninterested. This often provokes a negative response in the

bored
listener.

So, when you want to ask a question beginning with a verb raise your

pitch on the last stressed word. This helps to make you sound
more palite and interested. '

o 10 Read these questions aloud. Then listen and compare your intonation with that on the tape.

d

o o 0O oT

11 Tag questions can be said in two ways. The intonation either rises or falls:

a

Can | help you at all? f
Would you mind spelling that for me? g
Can you tell me your number at work? h
Sorry, cauld you repeat that far me? i
Could you please give me your passport number? j

Intonation in tag questions

She isn't going, is she?
You haven't paid yet, have you?

2

b She isn't going, is she?

Do you have any idea how long it takes?
Could you tell me what the price includes?
Can | get back in touch with you later?
Can you tell me when you wish to return?
Do you mind if | ask you how old you are?

o7

You haven't paid yet, have you?

If we use falling intonation (as in a) we are looking for confirmation or agreement.
If our voice rises (as in b) then we don't know the answer and we want to know.
Listen. Which are real questions, which are requests for confirmation?

12 Work with a Eﬁqrtfn}er anfl, fnmpiete this conversation.
aalp < {""

A
B

A

=

() 13 Listen and compare your answers. Then act out the conversation.

Good morning. (a) 5 some help or are you just (b) /M."’a “fj
Good morning. Well, I was cgnsidering taking a short skiing trip.
You don’t happen to have an:,r_bgggﬂ-lﬁgckagea, (€. j(:&’,r !

Ah well. As it so happens, yes. But could you first give me some
idea of where and when (d) «tke ' e 1. o4

Anytime between now and mid-March really, but the sooner the
better. 11y hrz For fo

ski in Europe or America?

I was thinking of Switzerland or Awustria but 1t's more a question of
cost and good skiing. Could you suggest where‘?ﬁ ki %{:.'B‘cll
intermediate 1o advanced ski rons?

Mm, well... We have a seven-night self-catering deal to Verbier in
Switzerland and that's £239, and one to Alpach in Austria for £169.
Both leave this Saturday. That’s not too short notice, (g) 1%

B No, that's fine. Um, my mﬂmprﬂfﬂ Swi _ J‘.‘lELﬂEl_ :m} guess [l
take that one, Er, could E‘fr?ﬁ%"fn TR "r-i"}jl‘?tf Leatidvg
A Yes, Gatwick. CE e T
B And the plane comes back to Gatwick, (j) A i + J
A That’s right.
B Fine.
A Right, well, let me take a few particulars. Could
you (ﬁju{ w namffﬁd.__i _.g?'
B Yes, Bogdan Kominowski,
A Um... yes... , er, would you mind spelling thar for me?




@ Travel Agents
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PLEASE USE BLOCK CAPITALS ~

BOOKING REFERENCE UKR 352.]P 4
TOUR NUMBER 22 €
DEPARTURE DATE /5 0OF.
DEPARTURE AIRPORT Gatwiele {
TOTAL HOLIDAY PRICE

Me/ Mrs /| First name | Surname | Address | Tel. Na. Nﬂtiﬂgﬂit}f’ ;L

Ms / Miss | _ 25 '. ] y
L ¢ [T ﬁfﬁgg 0 L7 Swefr ford/ 7 /392955 Andish | |
_ E LY 4 “_M 7;;;;_ Je  Forers Xt N ov V% 2% sof> Q

INSURANCE PAYMENT

e

T

Insurance is compulsoty on an Intourist Travel | Deposit of £100 per fare-paying passenger or full

Limited holiday.

We assume vou require our Insurance UNLESS

pavment when travel is within 8 weeks.

Insurance premium

you have made alternative arrangements for per person g &2
greater or comparable cover. Visa per person £ ¥ I
Deposit per person £ oo

If payment is made by credir card, the credit card l
charge form must be complered.

e e T

ey

VISA SERVICE

R

A visa is compulsory, The visa charge will I warrant thae T am aurhorised to make this booking,

automatically be added to the invoice. I have read and agree o abide by the booking
Please fill in the standard application form. conditions and other information set out in the

brochure relevant to my holiday.

SIGNATURE:

‘.j__d._,____d_

e e e I L e &

e Listening 2
Readin i meone make
8 15 Listen to so aveliers, their trip and payments.

i ils of the tr
Booking forms ’ Note the detai ; e v of fioney the caller
14 Look at the booking form for holidays in Russia and say After you have listened work out
whether these statﬂmfé'gﬁff;{,”e or false. will write on the cheque.

- ' ' £
: e an Intourist fravel insuranc '
a The customer he_ls to purchas Speﬂklng -

5 to be Student A and Student

s [ i [ i rtner, Take turn
: “ : 16 Work with a partnet. . e
b Clients do not need 2 i ; le ten weeks before udent A works for a travel agency taking b“akm.gs
If vou make a reservation for four peop 7 B. Stuqen holiday (choose a destination).
. y a deposit of £400. student B wants to go on holl y

departure, you have {o make
d Deposits cannot be Tﬁde
by credit card. {
e Full payment is due two -
manths before departure.

Act out the beginning of the conversation. Student A should

note down information about :

— the holiday
~ the dates
— the customer’'s name.

a holiday booking over the telephone.

33



Reading 2

17 Read the extract from a travel agency training manual.
Then copy and complete the flow chart.

Y)Y K G P OCEDU ) k the client tg sign the
BOOKING PROCEDURE B <
DNCE gg: q ned the booking form, you must collect
the ap i payment. If the client pays in cash or by Sy 5 =
cheqtie, you shou d issue a receipt according to office procedure 2 E"’_'“ﬂ "f‘* ﬁf’ PO

and then forward this payment to the tour operator concerned.
However, if the client pays with a eredit card, vou should
make sure he or she has completed and signed the credit card

Eiff.tui-?fl on the booking form. You may find also that from time 2a If the client pays in cash or by b If the client pays h;.,r.;'; dit card,
to time the operator may want the client to sign a Standard ' hefshe should cj.? g{ £
Sales Voucher inste %ﬁf&ﬂu’” QMDY g the citol]
Of course, it 1s important for the client to take out insurance. _" ST 11 'H‘x r
If the tour operator’s insurance is chosen, make sure the Sk / s i o

booking form is correctly completed and then add the premium
to the deposil.

Should the client decide on an alternative insurance policy

-4

tuid Htf' f» W
4

or perhaps no insurance at all (not ake sure

to be advi }@,
_this is properly noted on the booking forpd. Remember that if

you sell our own group’s travel insurance, you can earn up to
45 per cent commission.

Once the booking form has been signed, it should be sent to
the tour operator immediately. If the option expiry date is

coming up soon, it is best to_telephone and make arrangements
t:::_,_giiez_d the optior 50 as to avoid id any risk of the booking

i &

3 Deal with insurance

Z

=

3& Ifftht TO 54

| L

&H!.‘mce 15 chm

{f

oWl ing
e A Pl.“ L

{ Dlepos

4 Send off booking form to TO
for confirmation,

3b If the client takes out histher
6

vy Y G YUVIA

b=

e |

_11 4

|+

/
arriving too late, ‘When the tour ope operator receives the booking g
form, all the details such as flight reservations or hotel roams 5

i i

will be confirmed. : LT R g, T i .
It is a good idea to note the date by which you should get A s L o Mﬂkﬂ Afae ?f'@'&.ﬂh .-wlt&nl i
the confirmation or the i mvmce back - usually two to three e, A should receive. 1
~weeks after the bnnkmg It is also a good idea to make a note of \ P e PRy
the date by which the client must make full payment (usually
5 Make a note

about six to ten weeks before departure). When confirmation is
received you should check the details to make sure they are the
same as those in your file and on the photocopy of the booking
form. Finally, the confirmation should be sent to your client.
highlighting the latest date for payment.

———

S ﬁ%“ﬂ/"é

shoold L

Mﬂm American Express Training Manual

o e Lo B M

Vocabulary 2

18 The extract on the right also comes
from the travel agency training
manual and completes the description
of the booking procedure. Fill in the

gaps with words from the box. r

BALANCE

PAYMENT OF

ABOUT EIGHT WEEKS before the client is due to travel, full payment for the holiday must
be collected. Make sure YOU check each booking form to see exactly when payme tis

(a) J?{‘L(and make a note on your (b]ﬁ € . 1f the client cancels after the (i, date for _f,i“;ﬂ.
payment, hefty cancellation charges apply. You must safeguard yourself against Edjfﬁ.'i‘.'. -'ftﬁrxff
these charges by ensuring vou are holding full payment before the date that cancellation ;
charges ("¢ into force.

As far as tour operators are concerned, late bookings are bookings made after the date
when full payment was expected. So usually a late booking is one made less than eight
weeks before (f) .. Lelal (el ¢

Since cancellation charges would apply immediately in this case, it is essential that you
should collect full pavment at the time of bm}gmg If the client is unable to pay at once,
take out aln) {g}‘:?f.if.’“b'ﬁ the holiday and r(Fﬁ it when they return to pay by an agreed
date, at which time the client must (IJ“?._L,'!..JT‘! full. :

When payment has been finalised you are then ready to (j)/51“%he travel documents.

R

T T e T T T T s s S L e e e T A T T
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@ Travel Agents

Writing 1

19 Write a checklist of points for newly-trained staff to remember when making a booking.

Speaking 4
20 Making a holiday booking by telephone

Work with a partner. Take turns to make and take a telephone booking for a holiday.
Before you begin, list the sort of information you will need in order to fill in a holiday
booking form. Student A look at the information below. Student B look at page 107.

STUDENT A
You want to go on holiday to Cefali in Sicily. Ring up to make a booking and check the details.

ard,
th.
ek
Hﬁ':-' i Cefald, Sicly : Fortuguese/Englisn
e Dﬂw&? . it Translations ?t
Things to see and dot - Cre dlt Card :
Accommodation?
Insurance? 4773 0978 6337 2451
Cost? E_Eu: Expiry date: 29 Piteroy Suare :
a0 O3 F2005 | Eanton 4;
H. FIGUEREIDU = Tﬂ:ul?lmm %

You will receive a phone call from a client interested in a tour called “Venice and the Verona Opera”.
Reply to his/her enquiries and take down the details. Charge the full amount of the holiday to his/her credit card.
o Venice and the Verona Opera

Departures:

15 July 25 August: 7 days

Programme: '

Performances of La Boheme, Norma, Nabucco, Aida and Ofelle 1o choose from (tickets for two

perforrmances, in the secard sector of the Arena it Verora).
F}Iﬁﬁmﬁou Gf Venice and the Venetian villas of the Brenta River and a stay in Venice.

S e S Rk e e A e SR N e

PRI p e

-,l! ﬂq!
SR e

e e e ST

Price: from £795. Insurance £18.
Includes flight from LGW, three nighis’ HB accommedation in Verana at the Hotel Borghetti in en-
suite rooms. Three nights’ bed and breakfast in Venice at the Grand Hotel Principe an the Grand
Canal. Waterbuses to St. Mark’s Square depart from the main station just a few metres away. Al
transfers between the hotels and the airports, plus the services of local hosts and guides.

Sl
i
*

L e ST L S e o G e

: X
Writing 2
STUDENT A
21 Write a letter of confirmation to J. Wilkes, enclosing the tickets

and the details of the holiday in Venice and Verona.

o




Scenario 1
Advising a Client

Giving information and advice on specific holiday destinations

Work in two groups. Group A look at the text below. Group
B look at page 108.

GROUP A

Activity 1

You are trainee tour operator sales staff for Paradise Holidays

plc. Today you are attending a training session. You are

learning about the amenities and facilities at a new resort.
Lo

Work with a partner from your group. Read the brochure

extracts about Goa on page 37 and follow the instructions

below.

Answer these questions.

Where is the resort?
How long is each holiday?
At what time of year can you go?

Note the important facts about the resort and the hotel under
these headings.

THE RESORT THE HOTEL
« |ocation » facilities
e amenities ® cuisine
» climate = rates
s transport » discounts
s gctivities
*  souvenirs

Discuss these questions.
Which are the most popular weeks?

b What type of client is attracted to this type of holiday?

You work on behalf of the social committee of a large car
manufacturer. The chairman of this committee has asked you
to give him some information about skiing in the USA.
Approximately forty adults are thinking of going, plus twenty-
eight children. The chairman himself will be going with his
wife and four children aged 5, 8, 12 and 14. They all realise
that skiing in the States is a bit pricey but they are looking for
value for money.

You have recently received advance information about a
package. You think it's called the Sheraton Colorado but can't
be sure. Ring up the agent at Dream Holidays Inc. and find
out about the hotel and the resort.

In particular, you want to find out about;

THE HOTEL/PACKAGE THE RESORT
» the precise location » transport to and from the resort
* its size ¢ skiing and equipment hire
* hatel amenities = eating aut
* facilities * shopping
¢ rates and discounts ¢ climate
& cuisine

It is important to find out whether the children will be catered
for as well as the adults in the party.

Activity 2
Work with someone from Group B. He/She is a travel
consultant.

You are at your desk at Paradise Holidays plc. A travel
consultant contacts you by phone, Use your notes to answer
the caller's enquiries.

Activity 4

Work with other people from your group.

You have now gone back to your consultancy offices. Were
you impressed by Dream Holiday's description of the

package? On the basis of what you have heard, will you want
to recommend this American hotel and the resort?

Discuss your recommendations with your colleagues. What
will you want to tell your client?

Activity 3

Now change roles, but keep your partner from Activity 2. You
are an independent travel consultant. Your partner works for
Dream Holidays Inc.

Activity 5
Wirite to your client to give your opinion of the hotel and the
resort.
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Scenario 1: Advising a Client

The Garden of Eden Hote] ****

Set in lush tropical gardens leading on to the beach this modern
hotel offers a good standard of accommodation in the main
building or in garden cottages. All rooms are en smile, with air-
conditioning, patio or balcony, TV, telephone and mini-bar.
Regular entertainment includes beach barbecues, folk dances
and live music,

On the beach

* _windsurfing

Hotel Amenities

« 2 swimming pools

+ coffee shop, shopping arcade »  water-skiing

» 2 restaurants: traditional Hindi  « _paragliding
and Portuguese Indian * boat cruises can

+ 2 garden bars be arranged

« health Spa--

+  beauty parlour

*  gymnasium

+ cvening entertainment

Flights
Scheduled from Gatwick to Dabolim. Transter to hotel
approximately 50 mins.

Transport
Courtesy buses to the cities of Old Goa and Panaji.
Value Plus

SINGILE SAVERS No supplements
FREE UPGRADE - For honeymooners

CHILD REDUCTIONS  £100.00

Climate
Meonth Temperature Hours of sunshine
3 Nov s 1 8
Dec 33C : 9 __]
Jan e 9
Feb L 74 9‘I
B! Mar _ _ 3'2";: 1o
Apt 3310 - 9

N T T S T M e W O 5 S i

Sinquerim Beach £

Relax on Goa’s golden beaches or swim in the/uxuriant sea

under the protection of Aguada Fort, built by the Portuguese to

guard against iﬂﬁ'ﬁﬂﬂi{}

Visit t@nfﬁ"{uﬁmﬂ{fﬂmm of the Western Ghats and the

habitat of the King Cobra.

But no journey 1o Goa is complele without viewing the
kt'___a_s_lf_réﬂ’_})f the ancient Hindu city of Goa which mww;EE:sJ)
in ruins. Nor should the Portuguese old city with its fing
churches and temples, lr(_?_:i;:_tjgu} the sixteenth-century
Basilica of Bom Jesus and the Se Cathedral be missed.
Finally, you'll love shopping in the colourful markets where
ﬁéﬁﬁ?&,in traditional costume sell everything from fabrics,
Jeweliery and spices (o a variety of souvenirs,

Holiday code IND 309
4 = o
Room type twin/shower or mﬂ@)
ar balcony
Board basis bed & breakfast
No. of nights 7 14
from (1 Nov to {7 Dec 456 5i6
from 14 Dec to 23 Jan 548 688
from 24 Jan to 02 Mar 634 Bd4
from 03 Mar to 24 Mar 548 688
[ from 25 Mar to 05 Apr 612 822
from 06 Apr to 30 Apr 456 516

T AL

e e s R T
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Operators

Planning and negotiating holiday packages
Writing letters of confirmation and reports

Preview
Waork in groups and discuss these questions.

—

What do you think a foreign tour operator wants from a hotelier?
What do you think a local hotelier wants from a foreign tour operator?
Who is in a better position to negotiate? .

What problems do you think there might be?

o 0O o

= Reading
2 Work with a partner, Student A read the text below. Student B read the text on page 110.

STUDENT A
Before you read the article below, check you know the words in t

e box. Use a dlctmnary if necessary.

Read "Hotel Contracting” and answer these questions.

a Who is Gary David?
b What does his job involve?
In his opinion, how cooperative are the hoteliers he has been working with?

Tell your partner about Gary's job. Make notes before you begin.

HOTEL CONTRACTING

Hotel contraLLu!g is one of the most crucial activities of | At Gibraltar's Rock Hotel, the manager agreed to

any holi

ay company 's business — it is also one of the most
demand ing with an endless round of resorts and hotels and
thi memta.bie negutla‘tlom of next season’s rates.

“We neced hoteliers as much as they need us,” said
Cadogan Travel’s tour operations general manager Gary
David, who has made thirty-four visits to nine destinations
featured in the winter br ochure. ‘But they play games;
there’s a lot of bluffi ing going on.

He claims this year to have toured 170 hotel and self-
catering proper ties, viewed 500 bedrooms and visited
sixty- five hand]_]m_; acents, This is in addition to brltimg

.couriers, inspecting hntc] notic ‘choards to make sure
material is well displayed (it (it often isn ‘t), visiting the
tourist offices for each destination and dealing with forty
airlines that serve the resorts.

“There are all sorts of politics,” said Mr David. “It is a
question of attitude as well because some hoteliers like
bigger operators while others do not.”

| business trafthe”

: Gary David’s work. Others cover increases in room

- stay dta]s and a:‘nntrlbutll::rn% towards adwrtlwlnj}, which are

. poor standards so I've got a shortfall in capacity. I've got

contributions for advertising and brochures, whereas in
Tangier, the Rif Hotel manager refused to move from his
20 per cent hike in rates.

However, bartering for room rates is only one aspect of

allncatmns: _upgra clve:sj added extras such as wine, fruit or
flowers, afunmnn tea, improved child rvdmtmm long

all used to improve the ov erall deal.

Another way of getting a better deal from hoteliers is to
introduce a new section to the brochure which promotes a
top hotel in each resort, and use this as a bargaining tool,

or gﬁe out awards.to tempt them to give better discounts.
“In Gibraltar I've had to drnp two hotels because of

now to push for increased room allocation, but I'm dealing
with hoteliers who don’t need me because most cater for

(adapted from Travel Trade Gazette)

e e



@ Tour Operators

When you read a text in
English you may notice that
some of the vocabulary can
be grouped around a topic.
For example, in the two texts,
there are many words which
can be grouped around the
topic of money.

Vocabulary

Work with a partner. Choose five new words from the text you read. Explain their
meanings to your partner.

Writing 1
Work with a partner. You are research assistants for a tour operator called Exotic
Destinations. Write a report on the relationship between your management and

resort hoteliers. Use the hwo articles "Hotel Contracting” and "When the welcome
Is frosty", your own ideas and the headings below as the basis for your report.

Learning Ti

Most short formal reports
have a format similar to
this:

*» Title page or heading - this
should be clear but short.

¢ Terms of
reference/Objective — this
states why the report is
being written.

1 TERMS QF REFERENCE

At the request of the MD, to carry out a survey on the relationship between
s —— 1 T i
our management and resort hoteliers, 3

PROCEDURE
. A qu_és;ig:-nneg-}rﬂt_a__gvas designed in consultation with senior marketing staff.

b

RE s et e

and asked to complete the questionnaire.
* Procedure — the method

. The findings were analysed.
) 2 : used to collect information.

FINDINGS %

Tour Operations outlined the following difficulties:

L%

* Findings — what was
discovered.

Y
:I_.

* Conclusions and
recommendations - a _
summary of your report |
and suggestions for the i
future. |

PN & e TSNETL RO L TS L PO g S S B e R e TRy

3.2  Hoteliers tended to focus mainly on money and methods of payment. &

After drafting your report,
check it;

.-_!,:_':;_.-.--:_::-,fst.:ﬂ‘:g_ﬁ:':\ s

::\:I.
C

: * Does it have clear headings
4  CONCLUSIONS AND RECOMMENDATIONS ¥ and a numbering system?
» s all the information

relevant and necessary?
Name:

Research Assistant iy Date

3 T A e e

* s it logically organised?

* Is the language in the right
style far the intended
readership?

* s it easy to read?

* |s the English correct?

+ Listening
S Listen to part of a meeting between Maria Rodrigues, the MD of Exotic Destinations, and

members of the Planning Committee. They are discussing a new package tour to Cuba. Then
answer these questions

! & Why are Exotic Destinations interested in starting a package to e What are they going to charge for a two-week package?

Cuba? f How will they compensate for their low profit margin?
3 % Why do they think they will be competitive? g What is the difference between their rates and those of their
¢ What load factor will they be working on? competitors?
¢ What kind of overheads are mentioned? h Why does Richard want the final package prices?

::e.}“.:_ 39
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Spee chwork “Well, @) ...... us their seat rates and (b) ...... a discount by taking a time smt\,

Contractions
Listen to David talking at the meeting.

o been able to fill. So (d) ...... 270 seats at approximately £250 each

for twenty-five weeks in rotation.

|
(There is more than one word in each gap.) on load factors of about 80 per cent - so we should be doing OK.” J

What words are missing from the gaps? .- And (e) ...... by the marketing people (f) ...... probably be working
S 5 5
. = i
Decide if contractions are possible in these sentences. Then listen and check your answers. \x
What will it be like? f 1 have had to drop two hotels.
She has been working there for six months. g She was in Majorca last week.
She has to do a really difficult job. n ‘fou should not have told thern our profit margin.
There is a lot of bluffing going on. i She cannot have finished by now.
There are all sorts of politics involved. j Pass me the ashtray, will you?

Read the phone conversation that took place the following day between Maria

and Simon, the Assistant Managing Director. Underline all the auxiliary verbs, the
forms of be and have, and the negatives. Decide if they could be contracted. Practise
the dialogue with a partner.

Simon  Hello, Maria. | am sorry | could not make the meeting. | should have been there but my
plane was delayed and you know what it is like getting back from the airport. There are
never any taxis when you need them. Anyway, what was it like?

Maria ~ Well, my secretary has typed up the minutes and you should have got a copy on your
desk. Can you see it?

Simon  No.

Maria  She must have forgotten then. Anyway, | will fill you in with what we discussed.
Um, you know, do not you, that | have negotiated a site at Guardalavaca. Well, we have
now been able fo squeeze some very competitive rates from the hoteliers.

Simon  Good! And did you discuss how much we are charging the punters?

Maria  £550 for two weeks.

Simon  You cannot go as low as that!

Maria  We can! | mean we have to otherwise the competition will take away our custom.
It is very tight but we have got no alternative!

Simon | see what you mean but | think we had better think again. | wish | had been
there because | really do not agree that the price is right.

Listen and compare your pronunciation with that on the tape.
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@ Tour Operators

Language Focus
The passive
Read these groups of sentences and decide which are in the active and which are in the passive.

—

We've been approached by Sky Air.

Sky Air has approached us.

I'm told by the marketing people that we'll probably be working on load factors of about 80 per cent.
The marketing people tell me that we will probably be working on load factors of about 80 per cent.

o W

a M

The brochures should be sent to the travel agents in October.
They should send the brochures to the travel agents in October.

All expenses must be authorised in advance.
You must get authorisation for all expenses in advance.

|

The managing director was given the information.

The information was given to the managing director.

He gave the managing director the information.

It was stipulated that the agreement would allow for increases in the cost of aviation fuel.
Sky Air stipulated that the agreement would allow for increases in the cost of aviation fuel.

It is said that an influx of tourists will destroy the plant life.
Environmentalists say that an influx of tourists will destroy the plant life.
She was paid $2,000.

The tour operators paid her $2,000.

Answer these questions.

When do we use the passive rather than the active voice?
How is it formed?

Match the following statements about the passive to the examples in 1 above.

Sometimes it is appropriate to say who carried out the action.

Modal forms can be used.

Verbs with two objects can be made passive in two ways.

Passive constructions beginning with it are used to make a statement more formal or impersonal.

anes W GO N BB 03 § = x— -

Practice
Complete this letter to Mrs Marinelli by expanding the following notes.

Dear Mrs Marinelli,
This is to confirm our recent discussions. At the meeting / hold / 25 January / it / agree that:

1 B00 rooms with sea view / make available / Grand Canyon hotel / 30 March — 25 November / weekly basis.

2 We, Global Tours, / require / inform the hotelier / 4 weeks advance / if we wish our allocation / cancel. The account
settle / 1 month after close / of the holiday period ie. by or before 25 December.

3 All payments / make / US$. The rates for this year / fix / advance / $1 = 1650 lire.

4 It bring / attention / tour information / not display / last year. Therefore suitable space / must provide / for our
company leaflets and notices / display.
We trust we are in agreement on all these pointe. | remain / disposal / raise / further points,
It has also come notice / your copy of the contract / never return. / | grateful / complete / without delay / return to our
Head Office.
It note / this agreement / valid / 2 yeare. | & months’ notice / require in writing / in order it / terminate.

Yours sincerely,




Speaking
Putting Together a Package

9 Work in groups. Look at the following steps in planning a new tour programme, and
put them into a logical order. Add any stages which you feel are missing.

Are there any stages that could be done at the same time? How long do you
think the whole process takes? At what stage are Exotic Destinations in their
planning of tours to Cuba (page 39)? What else do they have to do?

Re-opening for the summer

10 Work it groups. You are re-opening your hotel for the summer season.
Decide what needs to be done.




@ Tour Operators

Negotiating an Agreement

7 Work in groups of four. Within your group you will work in two teams of two people.
Team A consists of the Marketing Manager and the Chief Negotiator for GETAWAY,
a tour operator. Team B consists of the Commercial Relations Manager and the Chief
Negotiator for VISTAS, a chain of travel agents. Team A look at the text below. Team
B look at the text on page 111.

TEAM A: GETAWAY

Look at the agenda on the right. You have just finished 2703
discussing item 2. Read and discuss your negotiating Agenda 1 Tours
position Sal s AL SN

A

Minutes ¥
Review of forecasts for next seasonp”

Commission levels

Racking
Incentives

Policy on complaints e ALk
Educationals ("@4"\95_;"“&9 1

S ;W

Writing 2

12 After your negotiations between GETAWAY and VISTAS,
write a letter to confirm your agreement. Use this outline as
a model. If you haven't reached agreement, you will have to
modify some of the wording.

Dear

This is a summary of the points we
covered during our meeting of (date)
1 Commissions

Before you start negotiating with VISTAS you should decide:

~ what F(:.IU wa*nt !;ﬂ i:;:ie've. It was Bgi"ﬁﬁﬁd

~ your order of priorities. -

— what you think VISTAS will want. 2 Sales, Display and Rﬂckmg Policy
~ how much you are prepared to accept. The policy on this will be ..

— what you think VISTAS will be prepared to accept. 3 Incentives

Decide who will say what. Then negotiate with the VISTAS After discussion, it was decided ...
representatives. 4 Customer complaints

=Sl i It was agreed ...
Useful negotiating language | 5 Educationals
.' ,5. These will ...
> Making a proposal Disagreeing i
s suggestwe ... Yes, but ... & L
:fn : Qur position is that ... I'm afraid that's out of the With beﬂ.regmrds
=% . We're sure you'll agree ... question.
. reein We appreciate your Yours sincerely
= i & position but ...

I'd go along with that.
Point taken.

I see your point but ... |
Let’s be realistic. |
As we see it ...

R S——



P I‘ OmOtlng a Destination

Identifying the strengths and weaknesses of tourist destinations

sn

Giving presentations n ' f ii 2
Writing brochure texts a[*'ﬂ””ill i _
¥ i III} ‘

Preview

The photographs show some popular aspects of Britain. Work in groups
and discuss these questions.

Why do people come to your country?

What do they do when they are there?

Is it the perfect place to come to or are there some disadvantages?

Why do you think people want to visit Britain?

What do you think are the negative features of Britain?

Reading

The table lists some of the positive and negative features of Britain as a tourist destination.
Does this correspond to what you think Britain is like?

Is there anything you would like to add to the table or take away?




® What does Ann do at trade fairs?

& Promoting a Destinatian

Writing 1
Think of the strengths and weaknesses of your own country as a
tourist destination and produce a similar table for it.

Listening 1
Does your country have a government organisation which is responsible for
the development of tourism? If so, what does it do?

Listen to Ann Trevor talking about the way the Barbados
Tourist Authority promotes the Caribbean island within the
trade and answer these questions.

What is the Barbados Tourist Authority's marketing strategy
for Barbados?

How does the BTA work with tour operators?
Why does she mention Almond Beach Village?

Is her work the same as the work of the tourist authority
in your country?

Vocabulary 1

Advertising and publicity _

Ann talks about promoting and marketing a destination. ad-?fmiiﬁiﬂg b ¥ T _J
Make three networks round the headings advertising, / \ poste

public relations and promotions.

Use the words and expressions in the box and add as many

words as you can. \ /

sy || Public relations |
ity ; <

o b
promotions J

Work with a partner and compare your networks. Then discuss discounts 155 / \
which strategies are the most and least effective and under
what circumstances,

Nouns in English can be countable (like a trip) or uncountable A B
(like travel). Match the uncountable nouns on the left with the -
countable nouns on the right which are associated with them, Uncountable Countable
advice a fact
advertising a close watch
progress a recommendation
research a coin
monitoring an advertisement
baggage - astudy
information a step forward
money a 5u’¢ﬁase




Listening 2

Describing itineraries

Tour operators, airlines and national tourist boards often run ",
“educationals” (also called “familiarisation trips") for people e

in the travel trade who are in a position to promote a
particular destination.

Listen to Helen Lee describing a familiarisation trip to China
and follow the itinerary on the map. Then listen again.
Which of these places are mentioned as part of the tour?

the Forbidden City e the Terracotta Warriors

the Summer Palace = the Banpo Village s &

the Jingshan Park  Shanghai River Tour by night aw R " T Higs -ﬂﬁwﬂﬁ : :

the Temple of Heaven e the Yangshuo Orchid Garden J:‘ T 7 _ HG
the Potola Palace L‘“RH ,_T-*"'“"“r-‘.yﬁ”ﬁswﬂ kKONG '

Speaking 1
Familiarisation trips
Work with a partner. Student A read the text below. Student B read the text on page 111.

STUDENT A
Tell your partner about the itinerary below in your own words,

CUBA

™S

= om

LARLED ;T2 P B e e o}

BAY 34 DAY & v
i
Depart London mid-morning Tuesday on VIASA via Caracas. City tour, including the Moncada barracks which Fidel Castro |
Arrival late evening in Havana. Direct to the Hotel Plaza, and a group of followers failed ro storm in 1953 in an early ;
opposite Central Park in old Havana, the area famed for its abortive attempt to seize power. Good museums in Santiago
old Spanish Days. include the Casa Velazquez dating back to the 16th Century and |
e R the Museo Bacardi. (Optional). ,
: ¥
Explore Havana. Visit to a handicraft centre and the Guanabacoa DAY 6 4
museum on the outskirts of Havana, which has rooms dedicated Excursion to the Basilica in El Cobre, a village 18 miles g
to the influence of African cultures on Cuba. Free time to wander  northwest of Santiago. Transfer to airport and return to Havana,
the streets of old Havana and appreciate the city’s fine Accommodation in the Plaza Hotel.
architecture. Visit to The Museum of the Revolution, the old fort TP

i

and the Cachedral.

Return home
DAY 14
Visit to a cigar factory. Transfer to the airport for flight to 5

Santiago de Cuba in the cast of the island, famed for its buildings
and beauriful settings. Overnight stay in Las Americas hotel.

T e T o P T R T R e e T e B o TR T i P e e T




N

e S
e
vrue el - -

Language Focus

Referring to the future

During her talk Helen Lee used a number of verb forms when referring
to the future itinerary.

1
2

3
&
5
6

| Catiing |

I'm going to describe the itinerary to you,

You'll be visiting most of the famous places.

From Beijing we go by coach to a smaller city in the North.
The guide will take you on a sightseeing tour.

We're flying there the following day.

By the end of the tour hopefully you'll have learnt a lot
about China.

Match each of the verb forms above with a description
(a-d) on the right. There may be more than one answer.

Practice
Study the following sentences, and say which verb form
is appropriate in each case and why.

Could you ring the airport and ask what time the first
flight to Brussels shall leave/leaves?

(The telephone rings — it is 10.55.). Oh, that'll be/is to be
Rosa. She said she'd ring at 11,

We'd better hurry up — it looks as if it's going to rain/will
be raining.

The Antarctic will certainly become/will certainly be
becoming an important tourist destination.

You haven't got a car I'll give/I'm giving you a lift if you like.
It's not surprising he won't do/is not to do any work for
you — you don't pay him!

Don't panic! I'll have finished/'ll be finishing the report
by Wednesday afternoon.

| won't have/am not having time to see you - |'ll have

Ricardo says he doesn't attend/won't be attending the
meeting — he thinks it will be/is to be a waste of time.

The Prince of Wales is to open/will have been opening
the new theme park on April 1st.

We will have/are having an office party on Friday after
work for Justyna. She will work/will have been working
for us for twenty years.

I'm fed up with working here. I'm going to try/will try to
get a better job somewhere else.

you want to learn. You can find these examples in

a note of something you have heard.

finished /'ll be finishing the report on Wednesday afternoon.

Collect examples of language illustrating a grammar point

@) Promoting a Destination

She is referring to a schedule which is programmed in
advance and possibly difficult to change.

She is talking about an event that will be completed at a
given future time.

¢ She is announcing her intention to do something.
d She is describing arrangements that have been made.

documents you read, in grammar books, or you may make

As you can see, it is sometimes possible to use more than
one future form although there might be a slight change in
emphasis. What is important to remember is that will is
only one way of referring to the future.

On the second night of the programme everyone will be
going/will have been going to a cabaret show.

Using what you have learnt from the previous activity,
read these grammar notes and write your own sample
sentences to illustrate their use.

The present simple can be used for a programme or
regular schedule which is unlikely to change.

The present continuous can be used to refer to arrangements.

will can be used to make a deduction, or to make a
factual prediction.

will or ‘ll can also be used to make spontaneous offers.

won't, as well as predicting that something will not happen,
can also be used to indicate a refusal, or lack of willingness.

going to can be used to predict future events based on a
present evaluation of circumstances.

going to is also used for a personal decision or intention.
is/are to refers to events which (Complete the rule.) ...
The future continuous (will be + verb -ing) can be used for:
i arrangements

i events which (Complete the rule.) ...

The future perfect (will have + past participle) can be used
for an event that will be completed at a given future time.

The future perfect continuous (will have been + verb -
ing) can be used (Complete the rule.) ...

When you have collected enough examples you can try to
work out the grammar rule(s) for yourself, discuss your
ideas with other learners, and perhaps be able to teach
them things they didn't know!

47



Vocabulary 2

Brochure language

10 The brochure is probably one of the most important documents used in the promotion of a destination.
Brochures use very descriptive language to make holiday destinations sound attractive.
Read this description of Salou in Spain and pay particular attention to the highlighted words.

alou has @llithe ingredients for a perfect seaside hﬂlldd}' Its
fhajor attraction is a Iohg, wide beach of Soft, gently-
shelvimg sands, backed by a fineé] @éeslined promenade. East of
the beach you will find anerowded streets alongside a

‘esaue coastline with pretty wooded areas and several

smaller bays.
West of Salou is the aftraglive fishing village of Cambrils.

Descriptive adjectives

¥lliec harbour and many

ficent seafood restaurants it is a resort in its own right. But

wherever yf:-u stay in the Salou area ynu "Il have access to &

g attraction is the wuly amuzing

and discos. Another impressiv

Aquapark at La Pineda, a mbus ride from Salou itself.

11 Each of the groups of three adjectives below can be used to describe

one of the nouns in the box. Match each noun with a set of
adjectives. Can you add an appropriate adjective to each set?
Use a dictionary to help you.

beach village hills
hotels Views city
1rolling 2 low-rise 3 quaint 4 relaxed
gentle spacious old-world carefree
undulating  well-appointed  charming welcoming

Writing 2
12 This text about a holiday complex is informative but not very

descriptive. Decide where the words in the box may be
placed in the text to make the holiday complex sound more

appealing.

A STAY IN PARADISE
= '-Tﬁw-ﬁﬁﬁey-m;ﬁaﬁs mﬂm i1 mh

easy easy-going
floodlit many welcoming
whitewashed ideally situated
secluded, rocky short

cobbled mouth-watering

free-of-charge

mountains
atmosphere
5 spectacular 6 unspoilt 7 ruined 8 secluded
soaring striking medieval safe
majestic panoramic bustling uncrowded

13 Work with a partner. Add descriptive words to the following
passage, but this time choose the words you want to insert.
Then compare your text with one written by another pair of
students.

Tangier with its bazaars and architecture
provides a taste of the Orient. It has sporting
facilities, including golf, tennis and sailing.
Watersports can be enjoyed along its coasts
which have beaches. You can try your luck in
the casino or window-shop down the
boulevards of the quarter. The Mendoubia
Gardens, a palace and antiquities are just some
of the attractions that Tangier has to offer.
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Speechwork
Pausing and rhythm

14 You work for a major tour operator and have recently been images and you should therefore be careful to respect the
involved in setting up Cuba as a new destination. You are pause boundaries ( / ), the stress markers, the intonation
preparing the soundtrack for a promotional video praising the patterns and the speed of delivery. Record your soundtrack in
attractions of the island. Below is the text you will have to a language laboratory or, as homework, on to an audio
read. Your text will have to synchronise with the video cassette. Then compare your recording with the tape.

If | mention Cuba to you, / what are the three things / that immediately / come to mind? / Castro / Communism /
and cigars /. Maybe it's not your idea / of the perfect holiday. / Well, you're wrong! / Because in fact / Cuba has
changed / and it's changed / for the better. / And so why do many more people / now decide / to have a fantastic
holiday in Cuba? / Well, the first reason / is that Cuba / is an affordable tropical destination / with fantastic
beaches / and watersports / as good as anywhere. / The second reason / is the people / and their music /
reflecting as they do / such a variety of ethnic origins. / And last / but not least, / the history of Havana, /
especially / its association with two great / twentieth-century writers, / Graham Greene / and Ernest Hemingway,

15 Write your own commentary for a video about a pface you fike visiting.

Speaking 2
Making a presentation

16 You have recently returned from a familiarisation trip to a
holiday resort and now have to report back on your visit.
Decide which resort you went to and which tour operator
paid for your holiday. Prepare a presentation. Talk about the
resort itself and also about those facilities offered by the tour

The language of presentations

Introduction

Good evening, everyone.

Thank you for inviting me to speak on ..,
Tonight | am going to talk about ...

operator. Include the following: Introducing your talk
| would like to start by ...
~ TRANSPORT TO AND FROM ,, | shall begin by ...
THE RESORT : Then | will speak about ...
= THE CLIMATE e Thirdly ¢ will taltk about ...
— THE ACCOMMODATION P And lastly ...
~THE LOCAL ATTRACTIONS o The main part of the talk
~ THE FOOD o Let us begin with ...
— TRANSPORT IN THE RESORT ol However ...
THE FEICE AND VALLE :7; : As far as (the accommodation) is concerned ...
FOR. MONEY 3 Moving on to ...
~THE KEY SELLING FOINTS My third paint deals with ...
And last but not least ...

After the presentation, work in groups and discuss these
questions:

a Could everyone hear you?
b Did they understand you?
¢ Did they think you sounded confident?

Summing up/conclusion
So, in conclusion, you can see that ...

Saying thank you and ending your talk
Thank you all for listening so attentively.

| hope | have been able to tell you a little about ...
Before I sit down | would first like to thank ... for ...

Does anyone have any questions?
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Responsible
Tourism

Calvin ond Hobbes by Bill Watterson

Considering environmental issues
Taking part in meetings
Writing press releases

THE. PROBLEM WiTH DRD
15 HE DOESHT Know
PROGRESS WHEN HE
HEARS \T.

BECAUSE A SEIUFT WoulD BE Ueld,
MOASY . AND COMPLETEL

: WEY DAD, WY DONT
Pr{?‘flﬁ‘w You CUT DONN AL

: ; ; THE TREES ON OUR
1 Work in groups and discuss these questions. | hiL aw T N

A SKI LIFT?
a What could be the negative impact of
tourism on the following?

* historic sites
e beaches and the coastline
* the countryside :

w1ﬁﬂ-ﬁm.qhwﬂwu et

= wildlife CALVIN AND HOBBES © 1993 Watterson. Dist. by UNIVERSAL PRESS SYNDICATE.
* the host community's culture Reprinted with permission. All rights reserved.

b What kinds of initiatives have been taken to counteract some of these adverse effects?

Reading

2 This article was written for a magazine called Our Planet and, gsing tEe example of Waikiki,
describes ways in which small island states can develop sustainable tourism. As you read,

make a note of the things that a developer should and should not do.

Safe Tourism

QST RESOURCE-POOR island states tryin m_‘ma gé to
suryive in the global economy ::anmjt affo

rd t

etlect the economic ¢ rtunities tourism offers, As
A E ide of international
o drhl commodity prices, many hav%lﬁitérnative but to offer their
natural beauty — and cheap labour costs — to attract the
tourist industry. Following the rules for sustainable tourism -
while tough ~ could fedude the risks to the environment.

rom the continuin

50, WHAT RULES keep you protttably safe and sustainably
beautiful? The first rule is: keep tourists all in one place for as
long as yo uring their lvisit twr island, Leaving aside ™
the thorny jssues of foreign ownership and oversaturation,
Hawaii can teach us a few things about safe tourism. The
world’s most recognised tourist destination js Waikiki. Now
Waikiki was not always a beach — it was a swamp before
developers trucked in white sand to create the fabled strand.
The hotels on Waikiki all rose out of the same swamp and

'H;j 5@?“*%31“(1 lancngWhich' ﬁ encapsulates voyr second rule
atg a-g § d

ea
of safe tourism: do not disp existing destinations.
WAIKIKI ITSELF, WITH some 30,000 hotel rooms, covers little
more than seventeen city blocks. Despite its small area, the to the delight of the indigenous communities, Have you ever
great majority of the fliif& m‘illiﬂp tourists who vis&%gi?ﬁii tried to get an hotel room outside of Waikiki on the island of
every year do not vénture beyond this luxurious ghettg, much  Qahu? It is tough to find an hotel. And there are no plans to

i f,ﬁ,@_%; S
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approve any more, say aides to Governor John Waihe’e,
Hawaii’s first Polynesian governor. Governor Waihe’e seems
proud of the fact that he has not approved a major tourist
development since he took office.

¢

ANOTHER RULE: TAKE fewer tourists who will stay longer and
spend more. A report commissioned by the (former) Hawaii
governor’s office found that the four million people who visited
the islands in 1984 spent an average of ten days and unloade
$1,000 per head. Not a good sign, because infrastructural
construction and maintenance costs, already hovering around
one billion dollars a year, rise to keep up with such huge
numbers of visitors to an island state with a rotal population of
abour a million. And do not forget that close to 60 per cent of
the rourist wj.p_l:_sﬁare immediately Mnﬁ island,

WITH THE CONCENTRATION on volume, massive hotels had to
be bug t 10 Cope Hith the millions of b 'Ss thatthe airlines
were dumﬂnﬁ on the island - with €ompetitive fares designed
to pu; It oo on the much larger numbers of seats in the huge
747 ln many cases the bi a{'ﬁil:’ WWH ]:-1&.!1356

tours for half their nﬁcupéney rates, I 0K Jafaa £ J J

AW] IAT I§ wrong with big hotels? You car’imagine the
%‘;mr of water, energy, T)%gm:‘oads and rthe like which
have to be diverted to such large constructions - paid for by

local tax-payers. Building huge hotels requires enormaus ——

amounts of money which are available only in the metropolitan
“Countries, which in turn means handing own s.hip Over o
off-island corporations. Owners fmmi'i’
history of rying their cuntin%&gce abroad to the ﬂ,gmnt
- of incentives offered by the aut &l‘tilE‘S& which are already ~
{?&ﬁfd with the infrastructural costs, while thfmiff
P71 98 L OO SRR WISy 15 0 | 1

istant plau:s have a

3 Work in groups and discuss these questions,

@ Responsible Tourism

of revenues from tourism are repatriated off-island.
T

HAWAI HAS REDIRECTED its efforts to attract fewer visitors of
a higher calibre. By so doing, the resorts are smaller, less costly,
and much more pleasant places to visit. It was ironic thar the
most successful, and expensive, resorts in Hawaii were the
smaller ones fike Hana Maui Ranch, which had neither
television nor air-conditioning. Hana Maui Ranch did have a
cultural show, but it did not feature professional entertainers —
those dancing for the guests were the maids, gardeners, £
accountants and managers of the hotel, 4ll of whom were local ‘s
olynesians, Yet it continues to enjoy some of the highest
return rates anywhere. paiu “"'M
THAT LEADS ME to another rule: involve the local community.
Ensure your success is shared by them. Offer local farmers and
business folk the first opportunity to provide your resort with ~ ©
food. A letter from your resort to a grower guaranteeing to buy
all they can grow of certain vegetables can be used by the
farmer to get a favourable loan fmm the local bank. Instead of
importing, for example, an artist-in-residence, which is

fashionable in the top resorts, appoint local artists, and import
a coastal-botanist-in-residence, and give the findings to the
local anthorities, thereby increasing the knowledge the
community has of its own natural resources. Also consider

T

marine biologists, musicologists, agronomists, and for the
really confident and savvy, mythologists. In other words try to
mmprove the lot of the locals. If you do not, then yvou are
sentencing yourself to eventual failure which will manifest itself |
in surly workers and insults hurled at your hotel guests. When |
vou first notice these signs ~ find a buyer, quick.

{article by Leler Lelaulu in Our Plaret}

S T R e e R T TG T e

SR e el L e

f-f" $3 "we /13- re ey

a What advice would you give to a develaping country trying to enlarge its tourist industry?
b Which of these points could an overdeveloped tourist area take note of?

Speechwork 1
Word boundaries

The word sequences in the box occur in the article you have just

read (lines 14-18). How would you say them aloud? What happens
when one word ends in a consonant and the following word begins

with another consonant? Listen and check.

recognised tourist destinations fabled strand

reclaimed lands second rule

aloud and compare your pronunciation with the tape.

tried to visit to

tourist development  neither television nor air-conditioning

These phrases are also taken from the article. Practise saying them

cheap labour costs the great majority

own natural resources island states
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Listening
Protecting the environment

Michael Leech is Managing Director of a company called
Overland Encounter, which organises adventure holidays to
remote destinations. He is very concerned to protect the sites
he visits and talks about the way he thinks the environment

can be protected.

What steps would you take to make sure that no damage is
done to the environment?

Listen and answer the questions.

Michael mentions patterns of behaviour which an operator
can encourage among tourists. What are they?

What, according to Michael, is a "key factor"?

In what way is tourism now putting things back into the
environment?

What guidelines would you give to tourists about:

* religion?
e begging?

» clothes?
e photography?
Would these be the same wherever they travelled?

Speechwork 2
Word boundaries: linkage

Read these expressions aloud.

What happens when a consonant sound is followed by a
vowel sound?

Listen and check.

global economy tourist industry foreign ownership

a small area economic opportunity
Listen again to this extract from the interview with Michael
Leech. Write the words that are missing from each gap.
Are these words pronounced separately or are they run
together?

“I know you're very (a) ...... environmental issues at
Overland Encounter but, in practical terms, what can a
tour operator do to make sure that tourists don't
destroy the beauty of the thing they came to see?”

“Well I think you have to get involved in what we
call ‘(b) ......” tourism. You can’t deprive people of their
interest in wanting to travel. But what you can do is to
(c) ...... patterns of behaviour which will introduce them
to a country in a responsible way. That means, for
example, making sure that, on an adventure holiday, no
detergents are used in springs or streams and that no
(d) ...... left behind after camps. It means, if you're
visiting a (e) ...... like the Antarctic, that people must
respect the rules and not damage (f) ...... or go too near
the penguins. It means providing travellers with a pack
with (g) ...... how to behave and what to do to best
preserve the cultures and places visited.”

10 Work with a partner. Take turns to be A and B. Read this
conversation aloud.

A

OK, so tourism can have a beneficial effect by generating
income and creating employment, but what about its effect
on the environment?

Well, if you're not careful it can cause serious problems.

You mean allowing tourists to go to Antarctica, then letting
them trample all over rare plants?

Yes, but it's not only in remote areas where this ecological
damage is being done but also in modern, highly
technological countries like Britain.

What do you mean?

In areas of natural beauty such as Snowdonia,; first, the
footpaths have been eroded away. Secondly, where the
tourists have strayed off the paths the vegetation has not only
been killed but the soil is now unfit for cultivation.

Mm - this is what's happening in mountain areas where there
are foo many ski slopes, isn't it?

Listen and check your pronunciation.
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Language Focus

Reporting verbs
gf‘se verbs are often used to report whﬁl}omeone has said. Do you know them all?

*_ ¥ acknowledge com:edemdg“&, insist w3 remark nouun TOIN

‘2“" accept confirm l k maintain wA reply {ww&?@x

. announce explainy M point ﬂut\w&&'ﬁ’ state M«Jﬁw
; claim imply uﬁ promise suggest m\(\,a.ﬂg,ug&@'ﬁ\l‘
They can be followed by a clause beginning with that. For example:
The protest movement claimed that the environment would suffer but the chairman of the planning committee
guaranteed that it would be protected.
These verbs can be followed directly by to.
accept agree claim promise threaten

The hotel has agreed to reduce noise levels after midnight.
The protest movement hac threatened te blow up the planned development.

Some reporting verbs are followed by a person then fo. These inciude:
advise instruct order remind urge

ask invite persuade tell warn

They persuaded the operator to drop the project.
She warned them not to go ahead.

Praclice
Choose suitable verbs to complete the extract. (Often mare than one answer is possible.)

N A STRONGLY-WORDED article published two weeks ago, Vanessa Gardner, editor of Tourism

Alert n;a)f‘fif mhat “Green Tourism” 1s just another marketing gimmick to lure even more tourists to new

destinations and make even more bucks for the operators. She (b)'gffﬂhat tourism brings foreign
income Lo developing countries but {c)f",'.e.’.‘;‘.'ﬁlat all the local population get out of tourism is the privilege of
making our beds and shining our shoes. And she (d) ...... that the marketing people are wrong to () ...... that a

hniiday can only be Green if 1l takes p]ace in an undiscovered part of the world and costs the earth. She

ﬂnwmnmental and cultural damage than 10,000 urdmary holidaymakers enjoying themselves in a resort
where there 15 no fragile ecosystem or culture left to ruin.

But in another articlﬂ which appeared in last week’s Travel Gazette, Antﬂn}' Jay of Outreach Adventures

future. And to pmvt, it he Wu donate $100 per person to the Worldwide Fund for Nature. How many

businessmen would do that?
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Vocabulary

Meetings

11 Match the verbs in A with the noun phrases in B to make expressions which are aften used in meetings.

omments u@ﬂ,{;{;
to a decision hwm

invite. _, agreement 2
reach 3 .the prepe
second — v WJVN

{semethmg} to the vote mg{ﬁvc

12 This is an extract from a meeting about tourism in Goa.
Fill in the gaps with expressions from exercise 1.

The chairman
Mr Singh

Mrs Patel

Mr Dahar
Mrs Devi

Mrs Patel

). from the audience.

I would like to (b) ...... of cost — who is going to
pay to clean up the beach?

Mr Chairman, we've already debated these issues
— we must now (c) ...... | know we hold opposing
views but perhaps we can (d) ....... But if you want
my opinion, we must (€) ...... — either we
encourage tourism or we remain poor.

But look, we're (f) ......, if we dont (g) ..... now
we'll be here all night.

| think we have discussed the matter enough.
We must now (h) ...... .

1 () ......; it's an excellent idea.

13 Match the adjectives in A with the nouns in B. Use a

dictionary if necessary.

A B B @ Perhaps the main ?( to responsible tourism is the profit
1 aforegon / argument hy ol E“W motive.
L afruitful / /amangementuage @bg “ Where’s been a veryS... between local pressure groups and the
» a heated block UWhtrd rdigeg q Ministry of Tourism and most of the problems have been
u akey.——— ollaboration yuls s u,g Hk&q-ﬂ' resoived.
i Ma..tim.x ,’ i
.G AU ‘enciusmn y L‘me*s no point in holding the meeting — the result's a /{
s a vested interest o m—m*gg_ 4
- d He owns a number of hotels in the area so he has a in

issue wlqﬂ KA

7 round in circles LoG2 }tf(t ;‘(’E’hﬂujﬂ
: i 1;-L

“~=the subject ﬂq{%m R Bt E

\\commeon ground 'FJL:“ # uueh‘rﬂﬂi’

H&MW

14 What is missing from these sentences? Use the expressions
from exercise 13.

promoting the growth of tourism.
e It's not the best solution but it's a { for the time being.

There was a.é.. on the proposal to build a new motorway and
some people got very angry. —

J

g Although the effect of tourism on the environment is a .\...
some people still don't want to measure the effects.



Speaking
Holding a public meeting

15 You are going to take the roles of different people and debate the
pros and cons of a major tourism development in an area of outstanding
natural beauty. First read this newspaper article and summarise the main points.

Ambitious plans to spend £100 million on a disused centre. Most controversially, there are also plans for
slate mine in north Wales are causing a fierce dispute  thirty “holiday farmsteads”, each consisting of about
among locals. The tourist development is planned to twenty farm-type cottages.
centre around a “Quarrytorium”, with a guided visit However, since the proposals were published in the
down the mine, and a residential complex built around local paper, p&ﬂple have started UbjEEﬁﬂg. A protest
cight dry ski slopes, a tropical park with group has been formed, headed by
illuminated waterfalls, lasers and Gwynneth Jones, whose house overlooks
holograms and an adventure playground. Glyn Rhonwy. Although careful to give
The disused mine is at Glyn Rhonwy, credit to the council for buying and trying

less than a mile from the village of
Llanberis, on the northern edge of the
Snowdonia National Park. It has been
bought by Arfon Borough Council which

to develop the area, the protest group
feels that the scheme would overwhelm
the village and be alien to the natural
beauty of the region.

The matter is now being debated at an
extraordinary council meeting in the
town hall at which a decision on the
future of Arfon must be reached.
Representatives of all the viewpoints of the local
community have been invited.

(extract from Holiday Whickh?)

has asked several developers to come up
with plans for redeveloping the site.
Recently a  company called b=
[.eisureland has come up with a project
which, besides the Quarrytorium, also includes hotels,
conference facilities, shops and restaurants, and a sports

T e N e o e

16 Work In groups. Your teacher will choose a chairperson who should use the role card below. Your teacher will tell the other
people where to find their role cards. You can add your own ideas to the suggestions on the cards.

The chairperson

Your role is to make the meeting go smoothly and let everyone have their say. Discussions can get heated and you
may have to remind participants to remain polite, not interrupt, not monopolise the discussions and so on.

Here is some useful language:

Could we stick to the subject under
discussion, please?

Opening a meeting Right, shall we get started?
The first thing we have to discuss /

o decide is ... Perhaps we could come back to that
':-’." '

B Inviting comments /'d like to give the floor to ... later. . ,

Sk Mrs Olsen, is there anything you I'll come to you in a minute.

e would like to say? Closing the Are there any further points anyone
> Does anyone have any further meeting wishes to make?

Tosumup, ...
Are we all agreed on this?
Shall we take a vote? All those in

comments?
Would you like to come in here?

Directing the We seem to be losing sight of the
proceedings main issues. favour? All _those against?
With respect, | don’t think that is I declare this meeting closed.
entirely relevant.
Writing

17 Write a 250-word press release reporting what was said at the public meeting about the development at Glyn Rhonwy.

T T M T~ TGO M Y
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Analysing transport requirements
Planning a transport network

Preview

Work in groups and list some different means of transport.
Then discuss these questions.

What are the advantages and disadvantages of each one for
long or short distances?

How do you prefer to travel? Why?

Listening 1
Susan recently went to the USA for three weeks. The map
below shows the places she stayed in or visited during her

trip. Listen to Susan making the final arrangements for her
trip and answer these guestions.

What is an open-jaw ticket?

Why doesn't Susan want to use the Greyhound bus?
Why doesn't she want accommodation booked i
Las Vegas or LA?

Listen again and follow Susan's route. Write the dates, times
and means of transport.




Language Focus

Two-part verbs (Phrasal verbs)

Two-part verbs are formed by combining a verb with a
preposition (or particle) to change its meaning:

| get up at six o'clock.

The plane takes off at 7.30.

A verb can be used in the same sentence as a preposition
without changing its meaning:

| took the book off the table.
In this case, take and off do not make a two-part verb.

The same combination of verb and particle can have more
than one meaning:

The plane took off. (leave the ground)

| le took off his jacket, (remove)

| can take 5 per cent off the price of a licket. (discount)

We gre going to look at three lypes of two-part verbs:
TYPE 1 TRANSITIVE TWO-PART VERBS
Transitive verbs lake an object:
He took off his jacket,
In this sentence his jacket is the abject of the verb.

Transitive phrasal verbs are separable. The object can be
placed between the verb and the particle:
The travel agent sorted out her itinerary, (sort out =
arganise)
The travel agent sorted her itinerary out,

If the object is replaced with a pronoun (i, him, me) the
verb is always separated:
The Lravel agent sorted it out.

- Which of these sentences are correct?
Susan's uncle put her up.

Alicia saw off him at the airport.

She took up the option,

d

o o

o

o w

i

€ Transport

A: Can | have the bili?
B: Sure, I'll make it out now.
The board of directors set up a meeting for 4 p.m.

TYPE 2 PREPOSITIONAL VERBS

These verbs take an object, but are inseparable. The object
always goes at the end:

A tour guide will look after the group.

A tour guide will look after them.

Put the words in italics into the right order:
around / Chicago / looked / she.

There are new airline safety regulations: can't / get / tour /
operators / them / round.

for / made / nearest / taxi / stand / the / we.

the / chance / she / at / jumped / to visit the Himalayas.
old / an / he / into / ran / friend / al the airport,

TYPE 3 INTRANSITIVE TWO-PART VERBS

Intransitive verbs cannot take an object and cannot be
separated.

The bus broke down.

We had to hang around for three hours while they

mended it.
Put the words in the right order to make correct
sentences:

checked in/before the flight/forty-five minutes/we

in Dubai/flights to Hong Kong/stop over

feil through/their trip/at the fast minute

backed out/but/we had a deal/the hotel chain/we thought
after/broke even/finally/the hotel/three years of losses

Phrasal/prepositional verbs

Some verbs have three parts:
The holiday didn't live up to our expectations.

Practice

Replace the words in italics with a suitable phrasal e Are you sure your budget will cover that?

verb. Do as many as you can, then listen to the tape f I've been economising for this and | really don't want
(Listening 1) again to check or complete your to lose the opportunity of seeing the Niagara Falls...
answers.

g Wait a minute...
a |I've pretty well planned and formulated what I'll be

h lem is that you'll h it wi
ahie tor do whils I'in there . The only problem is that you'll have to wait with

nothing to do in Chicago...

b "Il be in 15t S :
2 SRS SELGILIG Sl Sat gy i | really need to reduce costs so I'm hoping to be able

c My uncle will be collecting me from the airport and to locate and see again some old friends. ..

' e f 3 : :
ALCRUIEDGRLING B 0K 8 few: GaYs j 'l write the itinerary for you...

d You can travel quite easily on the subway and if you
want to sightsee...




Vocabulary 1

Connections

4 These words are all connected with transport.
Put them into logical sets.

liner sail long-haul platform cruise

toll runway compartment make for stopover
registration number break down see off jet lag run out of
stand-by station wagon crossing roundabout ticket collector
track set off drop off highway starboard
press on self-drive guard harbour gangway

Add two more words to each set and compare
your sets with those of other students.

5 Imagine that you recently accompanied a group of travellers on a trip involving several means of transport.
Write a short account of the trip using as many of the words in the box above as you can. For example:

At 6.12pm.we set off from Yictoria Staton aboard +he Orient Express i aur first-class compartment ...

Listening 2 Speaking 1
Understanding rapid speech: announcements Making announcements

G 6 It can often be difficult to understand announcements made 0 8 Your teacher will give you a number of messages which have
in public places, especially if the public-address system is to be given out over a public-address system. Record the
poor. Listen to the messages. messages and play them to the rest of the class. Did

Which would you hear: everyone understand? If not, what was the problem?

a on a train/at a railway station? Vocab ulary s

b on board ship? £ : :

& aban aiRsomion a plane? Synonyms: British and American English

d on a bus? 9 When she went on her trip Susan had to understand some of

the words and expressions which are used in the USA but
not in the UK. The ones in the box below are all to do with
travel.

Find the pairs of synonyms and put them under the correct

Listen again and note the information.

Speechwork

d
e

Word boundaries
Listen and notice what happens to the sounds at the word
boundaries in these examples:

The next time.

Mind the doors.
Now try saying these sentences. Which sounds disappear?
Which sounds run together?
Here in the main square, on your right, is the famous Leaning
Tower.

Passengers are advised not to leave their luggage unattended.

We're now approaching Pigeon Point, Tobago, where
passengers can disembark.

Would Miss Andreas please report to the Purser's Office?
Captain Nolan would like to welcome you on board.

Listen to the tape and check.

headings.

For example:
BRITISH ENGLISH AMERICAN ENGLISH
driving licence drivers license

Do you know any other words that are different in British
and American English?
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Reading
Passenger care

10 Travelling can often be tiring and uncomfortable. What kinds of things can be done
to make the journey more agreeable for the passenger travelling by these means of

transport?
e air * rail
& 5e3 * coach

11 This article describes how Gatwick Airport in the UK has made travelling easier for
business passengers.
Decide which of the extracts A-G match the numbered gaps in the text. There is
one additional extract which does not belong in any of the gaps.

|@ Looking at what London Gatwick Airport has done, the 3 Many airlines offer attractive incentives such as free
| solution now, in hindsight, seems obvious. ' limousine and helicopter transfers, advance seat

. reservations and priority baggage handiing.

——

€? For the busy executive, it is not so much that time means
money, rather that he or she usually cuts it fine when

j@ Bul Fast Track has ofher benefits for the business traveller, 1

{ G The best ideas in business are guite often the most obvious.

s salia = adl getting to the airport. |
[_9 Ever at the bEsEst times of the day, it now takes business .' r@ This system, called Fast Track, enables First and Business

Terminals to use a special dedicated route through passport |
control and security checks.

passengers only a minute or two to pass through the | | Clas passengers from all airlines using North and South
barriers to go airside. J

- 5

e ORI Sy L . .
| L | i.;:
| = &

For example, business travellers passing through Eumpé;é The special entry gates to the departure l&unges, however, %
airports have constantly bemoancd the fact that however only operate up until 2 p.m. The airport’s research has
much their ticket cost, or however much they were shown that the bulk of business travel flights were before
pampered in-flight the real hold-ups always came when this time, with only a handful afterwards when the regular
passing through passport control and security, or waiting in ~ control points had no queues. However, it is a position that

duty free. is regularly reviewed by the airport. v
o NS T TRl - | o]
- : - —
Thar last-minute report to finish, or raking just one more For instance, those who have hurried to the airport without
phone call, has spelt disaster for many business travellers the time to pick up any foreign curtency can collecr pre-
suddenly finding themselves ar passporr control behind a ordered currency from a special Fast Track desk at the “
planc-load of holidaymakers who are quite happy to take airport’s bureaux de change. Or if they travel to the airport i
their time — after all they are going on holiday. via the Garwick Express, they can use the credit-card phone ;‘
 © i on the train to order the cutrency on the way from Victoria. q
.

eHis

Forgotten to buy a present for that important contact you

However, it is a simpie fact that no other airport appeared h T 4 of i h th ¥
: are going to meet on arrival? Instead of queuing up with the =

to have rackled the problem successfully until London M . e "
e e o ; leisure travellers at the duty free counters, Fast Track :
Gartwick became the first airport in the UK or Europe to - E
: " o : i pass-holders can take advantages of their own check-out. :
implement a “red carpet” priority system especially for First i i ¢
: Not surprisingly, Fast Track has been a smash hit with i

and Business Class travellers. e vk i
: - - London Gatwick passengers (numbers using it have E
‘ e . - | increased from 40, 000 a month when it first started, to i

A pass is given to eligible passengers at check-in. 65, 000 a month at present). Perhaps the fact that other
European airports are looking at emulating the Fast T'rack
idea shows how big a step forward it is in taking the hassle

out of business travel.

W — R P T v BT T e S T P T R e e e T S A e s e S?




Writing EAX

Dea ling Siith cnmplainls Ta: L. Atienza, Airport Administration
From: G. Richards, Skyways

12 Unfortunately, not everything runs as Date: | Obfle

smoothly as in the previous article! No. of pages inc. this one: 1
¥ 2 A OIe

You work at an airport in your country Dear Mr A

VAT ¢ EnzEa
and have received this fax from Ga e j

. ; ry Thank you tor your hmspita]il}' offered to Peter Eorster. John Carlv
Richards, Ground Operations month, T, John Carlyle and mysclf earlier this
rat Sk : Si risi “hairman, Franci
Manage yways Since my visit, our Chai an, Francis Parker, has visited and op his return reported certai
f - aln

Work with a partner. Read the fax and  items which he considers need improvement:
discuss Gary's complaints. I The delivery and installation of two additional sets of scales for check-in should be deal
; z @ dealf

Then write a reply to explain how you  With asap.
: : : ) L %
re disaling wilth ssh complaint \}.Ubjﬂhli b:ga should be presented at check-in, There is no excuse for haga naot bei i weighed
& st SeCUTIEY i | o
! ]IL;_: G; t:;l b:m”..TE screcning and proper excess baggage payments not being :-m]lecteg
¢ that, with greater expericnce, your new aircrafl cleas .
. L nee, y airerall cleaning teams will spec
be able to complete the job in less than thirty minutes ; i
4  Repres i ; :
e I_ﬁ:::;état::r:s ;hml:ld be made urgently and strongly Lo the authorities which at presenl
arding to take place at one set of steps only. We have ; I
. thcf e st P v. We have two sets of steps to the aircraft
5 Only one piece of cabin b
. ; aggage per passenger is allowed onto the Aircral
make sure that this ruling is iTI‘lPlE‘TIli.:Illﬁd . M L
6 Finally iv: ‘hai 1 i
s v, EI-I arrival r!*fe Llhasrman had to wait some fifty minutes for his baggape to come oil
o plane. This speed of delu-cr}' is entirely unacceptable -
any thanks for your help in these m ; . :
1 ) : atters, i : i
i b p and 1 look forward 1o hf'anng from you soon
Gar}' Richards
Senior Manager, Ground Operations

s S AT - L
b e e

3
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Speaking 2
Making recommendations

13 Peakland is a mountainous country which has few natural resources. Sixty per cent of the
population is employed in agriculture but there is a rural exodus towards Sommerton, the
capital, and the coastal ports. However, the situation is slowly changing and will certainly be

accelerated by some recent developments.
Read this newspaper article about Peakland and discuss this question. Do you think foreign | -\ﬂh{;}*
investors will be willing to invest in tourism developments in Peakland? s =V & W
o 4
@Wu chLboBan o
Following the astonishi iscovery last year of the world’s : Republican Movement, Richard Hardcastle is convinced that E"
:;égest dinosaur Mﬂgﬁ hundreds of skeletons . the find represents an opportunity for the country to &
on 5 e - : § P i
(3, 6]; sarthed in near-perfect n&% he Peakland . become a major player in the tourist industry. At_a press 3
governmﬁﬁgiiterda){ grﬂ%unc ifS decision to go ahead . conference last night, Hardcastle declared, “Until recently, &)
with the création of Tyrannosaurus Park, a huge open-air - Peakland was one of the most isolated countries in the -5\5
dinosaur museum and leisure complex eighty kilometres - world, with an @En_r%e_rﬁ_tgigcurrenw and few political, ‘_pu;,? i
from the capital city, Sommerton. - trade or transport links to the outside world. ow he ¢ |
It is hoped that this attraction will draw tourists away - moment has come to create the wealth and prosperity that
from the troubled DinoWorld theme park in Westland and - will take our country into the twenty-first century.” :
attract foreign currency. : It is true thagﬁ_g §'ﬁﬂation has begun to change. Hotel

N However, despite the enthusigsm of both national gnd :_.;k.pm}ects on the unspoilt western coast already represent the
Ve gm' foreign investors, the Evenfgjéi success of the ventur% very (9 Tﬁfg, est single Euﬂrﬂe of foreign investment, accounting for |
I'E‘fy fthe government to revitalise : an estimated $275 million. And Arab-world investors are

much depends on thedbil
/ its tr ort network which, like much else in Peakland, h‘E5g - building a second business hotel in the hea@pf Sommertan.
21 £33 “feled from years of under-investment and e;téff. Fear " Much will depend on the government’s c sat tQon
' of its neighbours, travel restrictions and, until recer:f'['i?, a : ﬁg‘ nce the transport infrastructure that is iacgmg Already
limitation on private car ownership had left the country with uvjﬁure:; have been made to the International Investment

- Fund and the Central Bank for Reconstruction and

W

L T T e TL L LY RS Pt

poorly-maintained roads and an inadeguate rail and :
telecommunications network. - Development.
i i ini der of th : .
Despite this herltage, Prime Minister and lea o r HQS'ILI wi £
. n—— R PRI TR T PP rTR v W e T B i R "'M'i
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|4 Work in groups.

© Transport

You are members of a think tank for the Peakland Tourist Board. Study the map of
Peakland and the summaries of the various transport infrastructure projects that have
been suggested. Which would you recommend to the Tourist Board?

Moorfand

i_,_u—ﬂ'“u‘_-\

Westland

DinnWortd '
B /

""’3

3 - 3y Stargate-

= LES | ﬁ*3ﬁ_/,-l
o e

A= - ——3% e
;t_talgi_a_nd airlines believe that the future lies in the

development of air transport both national and international.

If tourism is to develop in a big way it can only do sc;ﬂbyEd
attracting visitors on long- hau! flights from th_e devfea r;; -
world. They therefore advocate the cgnstru::tlon Dablle ,i, iﬂ
aitport to the west of Sommerton which would enabie s

transfer to the Park. _
In addition, Peakland engineers h;ve n.:umc up with a S5
revolutionary Super Helicopter whll{:h is able to transpountw
people at a time. A network of hehpaﬂf-*s ar:.}L!ﬂd tbg End .-
close Lo resort developments is, in their opinion, bou

a SUCCESS.

e e
———— — —

‘Road

- McKenzie and White, the British construction company, has put
~in a bid to build a motorway network which would link key
towns and cities with border countries.

They argue that road transport accounts for 77 per cent of all
world international arrivals. It is flexible as the driver can control

every aspect of the journey: the speed, the duration, the route
taken and the destination.

In addition, Peakland roads are uncongested and would provide
great scenic variety.

McKenzie and White are sceptical of the value of a rail network,
feeling that, in all probability, it would damage the environment
and be unsuited to the terrain of the country.

Eostland . %

Westera Qoean | °

Rail
The SNCF (the French national railways) has tendered for the

construction of a high-speed train network linking Sommerton
with the capitals of other countries.

They point to the success of the tren afta velocidad in Spain and
the train & grande vitesse in France. They propose to adapt the
rolling stock to the varying needs of passengers, for example,
family compartments and on-train activities such as hi-fi music,
video entertainment, telecommunications services and catering
arrangements to suit international tastes.

The SNCF points out that tourists visiting Tyrannosaurus Park
are unlikely to come by car. The chances are they will be more

interested in a short all-inclusive break with rapid through trains
taking them door-to-door.

i
—

g t

n-Sea are anxious to SE€ 2 substanti
T‘-nﬁdays. They point to theqpﬂtintiﬁlf né ;l;et::ii:s;r;mmﬂic
attraction with its spectacular snore IT] ! o4
may have lain in the hidden depths of thg a

:::: :Z.t:?gthﬁggt the potential popularity of longer cruises
from Funbury on the Western Ocear. k
They remain sceptical about the future of Tyrannnsaufr;saz?:

and doubt very much whether it would be as succesls : m;en-t-,un
claimed. Last year, DinoWorld, despite gﬂvernment ::r:c e e :
made record losses and saw its share prices plummet Tro

to $13.
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Customer

Relations

Dealing with complaints

Preview

1 Work in groups and discuss what personal qualities are
necessary when dealing with the public.

Vocabulary
2 What sort of person are you? You are no doubt:
tidy organised efficient
sympathetic professional polite
experienced responsible patient
capable friendly motivated

Unfortunately, some people are not. Use these prefixes to
describe people who behave in the opposite way:
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3 What prefix is used to form the opposite of all these verbs?
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Reading 1

4 Work with a partner.

T O 0 o W

Student A read the text below. Student B turn to page 112.

STUDENT A

Read this case study about an unfortunate incident in a travel
agency and answer the questions below.

Anumber of years ago | was wc)rking in a retail travel
agency, where one of the employees, a young woman of
sixteen, was coming to the end of her first week at work. She
was well dressed and well groomed, made good eye contact
with those who entered the agency, and looked in every way a
pleasant trainee travel agent.

At this time, she was not expected to sell travel products,
but had been instructed to carry out a few simple
administration tasks and to sit with the assistant manager to
observe how the customers were dealt with, and how the
paperwork was processed. At this early stage in her career she
was not expected to deal with a customer herself.

On one particular afternoon, a regular customer came in
to pay a balance. He was a valued customer who would book
several fairly expensive tours in the course of a year. He was a
very pleasant man who was quite friendly, but who liked to
feel special, in that he was always treated well and received
the best service from staff. He talked with the assistant
manager for some time, and then asked a few questions of the
new travel assistant - how she liked the job and how she was
getting on, He then turned his attention back to the assistant
manager and started to write a cheque for his holiday balance.
“What is the date today?” he asked. “It’s the thirteenth,”
replied the assistant manager. “Oh, Friday the thirteenth,” he
said. “Unlucky for some!” “Yes,” said the new trainee. “You

never know, your cheque might bounce!”

Who was involved?

Were the travel agency staff experienced?

What kind of mistake did the staff make?

How do you think the customer felt?

How would you describe the staff and their behaviour?

Tell your partner what happened.
What lessons can be learnt from the two situations?



() Customer Relations

Listening

. )5 You will hear Melanie Flowers talking about a
flight she made from London to Dallas.
Decide if these statements are true or false.
Correct any false statements.

a They were late checking in.

b The airline staff tried to hide from the
passengers.

¢ The couple were given preferential treatment
because of their children.

d They were content to be able to go to
Houston.

e The hotel in Houston turned out to be much
better than they'd expected.

f In San Francisco the airline staff were
extremely rude.

g Melanie has learnt to be firm without being
rude.

Have you heard any stories about unfortunate
travelling incidents? Tell your partner how
they were dealt with.

Speechwork

Contrastive stress

6 We often place the stress on a particular word in order to compare or contrast it with another word.,
For example, on the tape you heard:

The plane would leave in two hours and, instead of flying direct to Dallas, would take us to Houston.

Listen to Melanie again and find other examples of contrastive stress.

Read these sentences aloud. Which words are stressed?

~J

Did you want to travel by charter flight or scheduled?
It wasn't so much the lack of comfort as the level of noise in the hotel.
You can't go on a visitor's passport. You need a full British passport.

a M o w

She said she wanted a room at the front of the hotel not at the back.
The flight wasn't delayed — it didn't even exist.

o

f Was it you who booked the holiday or your wife?

g | wanted to know where they were travelling from not where they were travelling to.

Listen and check your answers.
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Language Focus
Infinitive (to) or gerund (-ing)?

1 Look at these examples:

| wish to claim compensation,
(NOT *| wish claiming compensation.)

| suggest writing to the manager.
(NOT *| suggest to write to the manager.)

Put the following verbs into two groups: those that are followed by an infinitive and those followed by the gerund.

admit . afford anticipate arrange avoid
choose “claim consider decide delay
demand deny expect fail hope
involve justify manage mind miss

offer plan postpone promise recommend
refuse risk save suggest undertake

Some verbs can take both the infinitive and the gerund but with a change of meaning.
Can you explain how the meaning of the verb changes in each of these pairs?

They stopped to take extra passengers on board.

They stopped taking extra passengers on board.

You must remember to write to them.

You must remember writing to them.

I'll try to phone her when the meeting finishes.

I'll try phoning her when the meeting finishes.

i you want any compensation it will mean taking them to court.

Sorry, | didn't mean to take your seat.

He went on complaining about his holiday for at least half an hour,
After describing the terrible journey he went on to complain about the state of the accommodation.

o ok T D T5Trm

Practice
Rewrite the following sentences without changing their meaning. Use a second verb in
the infinitive or the gerund each time.
For example:
She hasn't got enough money to travel first class.
She can't afford to travel first class.

If you don't pay the invoice soon there may be a 10 per cent penalty charge.
If you delay paying the invoice there may be a 10 per cent penalty charge.
a | think it would be a good idea to write to the tour operator.
{ suggest ...

b Would it be inconvenient for you to wait a little longer?
Would you mind ...

¢ OK, yes, | made a mistake about the time but not the date.
[ admit ...

d I'll do my best to have an answer within a week.
[ promise ...

e If | were you, | would make a strongly-worded complaint.
! recommend ...

f The guide said she certainly did not turn up late.
The guide denied ...

g It would require us to make a change in the schedule.
It would mean ...
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Reading 2
Handling a complaint

In the Listening section on page 63 you heard how an airline
treated a customer who had a complaint. Think about
situations when you have complained and answer these
questions.

How did the person you spoke to react to your comments?
What action was taken to solve your problem?

How satisfied were you with the result?

Read the article on the right and decide if these statements
are true or false.

Correct any false statements.

A dissatisfied customer who makes a complaint will usually fly
again with British Airways.

About one sixth of BA's satisfied customers defect to other
airlines.

Both satisfied and dissatisfied customers will fly with BA again
in about the same proportions.

BA gives money to customers if they complain.

Customers are anxious to find out who was responsible for
things going wrong.

It is not a good idea to admit to being in the wrong.

Speaking 1

10 Work with a partner.

Take turns to make/deal with a complaint in four different
situations. Student A read the text below. Student B turn to
page 112.

STUDENT A

Situation 1 You have just checked into a hotel and you have
noticed that there are no towels in the bathroom. You go
down to reception.

Situation 2 You are the manager of a hotel and feeling
pleased with yourself because you have a 100 per cent
occupancy rate for this week. A customer has just asked to speak
to you.

Situation 3 You arrived at the resort yesterday on a fifteen-

day package but the courier failed to turn up in the morning.
You are angry because you feel you have lost half a day you
had paid for.

Situation 4 You work in a travel agency. A customer has just
come through the door and is looking angry.

() Customer Relations

When it pays to complain

A dissatisfied customer who complains is just as likely to
remain loyal as a completely satisfied customer. This
surprising state of affairs has been observed by British
Airways, which has turned the handling of complaints into
something of a science.

Charles Weiser, BA's head of customer relations,
caleulates thatr about 13 per cent of customers who are
completely satisfied with BA’s service may not fly with the
airline again, “Perhaps they changed jobs, found a frequent
flyer programme which better suited their needs, or maybe
they felt it was time for a change of airline,” he says, writing
in the July issue of Consumer Policy Review, the journal
published by the UK's Consumers’ Association.

Half of all customers who experience problems but do
not complain, do not intend to use the airline again. This
contrasts with the customers who are dissarisfied but do
complain — just 13 per cent of this group will defect, the
identical rate of defection as the “satisfied” group, says
Weiser,

Clearly, it pays to encourage customers to complain, and
to encourage complaints departments to turn themselves
from “blame” to “customer retention” deparrments, he says.
Weiser's guide to satisfying complaints includes the
following points:
¢ Apologise and "own” the problem. Customers do not
care whose fault it was — they want someone to say sorry and
champion their cause.

* Do it quickly — customer satisfaction with the handling
of a complaint dips after five days.

* Assure customers the problem is being fixed. Complaints
departments need to know their company inside out and
work with front-line departments.

* Do it by phone. Many deparuments are frightened of the
emotion customers often show when things go wrong, but
customers appreciate a personal apology and reassurance the
problem will be solved.

(from THE FINANCIAL TIMES)

Language for handling complaints

Introducing your complaint

I'm not one to make a fuss, but ...

| don’t want to complain, but ...

I'm sorry, but | really feel | have to make a
complaint about ...

Handling a complaint
I'm sorry to hear that
Let me take the full particulars.
I fully understand.

I'll do my best to sort it out.




Writing
Letters of apology

11 Do you agree or disagree with the

following statements?

You should thank the person for
having made the complaint.

You should avoid making an apology
unless it is requested.

You should never say anything was
your fault.

You should never blame a member of
staff who works in the same
organisation as yourself.

You should always explain the cause
of the problem.

You should say that the error was
exceptional.

You should say what action is
being/has been taken.

You should make some sort of special
offer as compensation.

12 You are the General Manager of a

c

catering firm which has been
subcontracted to provide food, drinks
and table service to a famous
museum. You have recently received
this letter of complaint.

Before you read the letter, think of
some of the reasons someone might
have for wanting to complain about
the catering. Then read the letter, see
if your predictions were right and
answer these questions.

What is your reaction to the letter?
How do you explain the poor services
she accuses you of?

What would you do?

13 You want to apologise to Ms Shapur

and have made some notes. Expand
them into a letter of apology.

THANK YOU + SORRY
UNTYFICAL

MAIN REASONS - SHORTAGE OF STAFF
(SICKNESS & HOLIDAYS)

VERY BUSY PERIOD
ACTION TAKEN (SPECIFY WHAT)

ENCLOSE YOUCHER (FREE MEAL & WINE)

HOPE FOR IMPROVEMENT

14 “Send” your letter to a partner. Is

he/she satisfied with your response?
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Letters of apology: useful expressions

! was sorry to hear that ...

Please accept my sincere apologies for ...

| have thoroughly investigated your complaint ...
I apologise for the inconvenience.

... due to circumstances beyond our control.

I will personally make sure ...

I can assure you this will not happen again.




Speaking 2
A feedback questionnaire

15 You recent!
y went on a Skyways holida
y and you :
very satisfied about some aspects of it. g e

Use the questionnaire below t
o help you think ab
could have gone wrong with your holiday. out what

;’hen work with a partner and take turns to phone the
kyways representative (your partner) to complain

Customer Satisfaction Survey

What was the main destination? _

What was the departure T A e

What class did you wavelin?

with which airline did you fly? _—

e PLEASE RATE YOUR SATISFACTION WITH THE FLIGHT:

Check-in service

Cabin staff's help and attitudes

Meals served

Overall in-flight experience

« PLEASE PROVIDE THE NAME AND L OCATION OF THE HOTEL AT W

Hotel Name

¢ PLEASE RATE THESE HOTEL FEATURES INDIVIDUALLY

Service
Food
Amenities
Cleanliness
Location
Overall

e PLEASE RATE THE OTHER FEATURES OF YOUR HOLIDAY
(ENTER N/A 1F SERVICE NOT USED.):

Brochure information
Reservations service
Overseas representatives
Airport / hotel transfers
Car rental

Optional excursions

e PLEASE RATE YOUR OVERALL SATISFACTION WITH
YOUR HOLIDAY:

e HOW LIKELY ARE yOuU TO BOOK WITH US AGAIN?

() Customer Relations

The Skyways rep should:
¢ try to establish th
¥ T J e‘ exact nature of your complaint
y what action will now be taken
s write a lette ini
r outlining what has been agreed.
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Scenario 2
Handling a Complaint

Dealing with correspondence about an unsatisfactory holiday

1 Mr and Mrs Austin recently went to Turkey
Customer Relations Manager is Mr Massey.

Unfortunately, they felt they had to complain about their holida
Here is a record of their correspondence,

on a holiday erganised by a company called Cheapside Tours, whose

y to the local representatives and to Mr Massey,

Read it and arrange the letters, memos and faxes in chronological order

A
B
CLARKE, MURDOCRH @ WHITNEY ; Hotel Scimitar
s Bodrum
bt oy : Tel: + 90 024 87394857
CHANCERY LANE Fax: + 90 024 87394858
: To: Customer Relations Dept., Cheapside Taurs
Mr G, Massey i Fax no.: 44 932 880552
Manager i From: J. Austin, of 75, Silver Birch Lane, Newton, Essex, CM34 9AD
Customer Relations Dept Fax no.; 90 024 87394858
Cheapside Tours Date:
2345 Hall Lane
Lendon WC2 1ET
: Oear Sir/ivadam
Doar s, : Booking Reference No, 690202/583
Broach of contrac: ciaim : We arrived fast night at the Hotel Scimitar, having booked a villa room.
We are acting ff:ln ?Bhﬂ!i of Mr Ia';‘; ’”::3 J :”‘5“" ‘:‘:’0 2?:}531”5:”;“3? ﬁ;ﬂ : The vifia room accommodation was basic, the floor was uncarpeted and
BRSO TOF ORI SUTUMIE IRAIPI IR It i Bl : dirty. Worse, water was dripping through a green stain on the bathroom

and conditions relating to the purchase of a holiday advertised in your
broshure CHEAPSIDE TOURS LTD in accordanice with the requirements of
the legislation in force.

ceiling and the bathroom stank.

After much discussion with the staff (consisting entirely, it seems, of
trainees) we persuaded them on deposit of a cash sum to allow us to

B e Lo 100h DAL mefl SOOI e gnd s : move info a sea-view room in the buiiding, This room fs simple but
be pleased to have your proposals for an amiable settlement within a
oot barely adeguate.
' faithul 5 : However, it can never justify the description in your brochure of ‘Juxury
Ym_,:rs R accommodation’. The air conditioning is broken (the temperature is 40°C)
5,0 and the television does nat work. The room is noisy with continuous
i Ll' ‘ 3 music from the disco at night and the swimming poaf by day.
e : We have tried many times today to contact your focal répresentatives but
C. W. Whitney b to no avail.

We are treating this matter very seriously and require you 1o move ys to
another hotel that matches the statements in your brochure and to do so

Details of loss i
oday.

Expenses : ! . .

Telephone calls £47 Would you please telephone us on receipt of this fax.

Facsimile transmissions £34 :

Additional food costs at the Hamada £180 -

Room upgrade charge at the Scimitar £235 .-_:: d Auwats

Total £5085 k



Facsimile cover sheet

Ta: Mary D., Mr Massey's secratary
Company: Cheapside Tours

Fax: 44 932 8B0D552

From: J. Austin
Company: 75, Silver Birch Lane, Newton,
Essex CM34 94D

Date
pages inciuding this cover page : 1

Dear Mr Massey

Further to our two faxes sent to you from Turkey at the
beginning of August we note that you have not had the
courtesy 1o contact us in any way. As you know thisis a
oreach of the tour operator's code of conduct and we are
referring it to ABTA and our solicitor,

Yours sincerely
o

E

Hotel Hamada, Bodrum, Turkey
Fax: 90 024 8647382

Fatsimile cover sheet

To: Mr Massey

Company: Cheapside Tours

Fax: 44 932 880552

From: J. Austin of 75, Silver Birch Lane, Newton, Essex CM34 9AD
at present at: Hotel Hamada, Bodrum, Turkey

Fax: 90 024 8647382

Date
pages including this cover page: 1

Dear Mr Massey

Your focal representatives and so-calfed customer refations department
are either incompetfent or unconcerned,

Ms Leary could not be bothered to inspect the Scimitar Hotel despite its
being only a five-minute walk from her offices. Nor would she supervise
our transfer to the Hotel Hamada.

Given this behaviour we were not surprised that your senior management
failed to telephone as promised by your secretary

The Hamada is marginally better than The Scimitar but the standard of
service (s poar, it is certainty not ‘a superbly appointed hotel, the perfect
choice for discerning guests who seek deluxe comfart in a tranguil setting’
as described sa misteadingly in your brochure.

| am about to fax my bank to stop the cheque which | was required to
make out to cover the more expensive rates at The Hamada

We have no intention of fetling this matter drop untif we have received
tult compensation for a ruined holiday in circumstances which at best are
negligent and at worst fraudulent.

Yours sincerely
) -{W‘

e
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Scenario 2: Handling 2 Complaint

CHEAPSIDETOURS

MEMO

To: Mr Massey, Manmager Customer Belations
From: Pamela Watson, Area Manageyr, Turkey
Re: Mr and Mrs Austin

Date:

Helena Leary has passed on a request to deal with the 2
cage of Mr and Mrs Austin who have been making life :
difficult for us,

After having been moved to the Hamada they now find

the catering inadequate. I've spoken to Patrice

Visseyre, the food and beverage manager, who has done

his best t¢ cater for their strict vegetarian habits.
They are complaining that they have had to pay an

extra 58 on the & la carte menu but this is normal
practice.

They have instructed their bank not to honour the

cheque which was made out when they transferred to

the Hamada.

They are now threatening legal action. In my opinion
they do not have a leg ro stand en. It is true that
the air conditioning wis not functioning but this was
rectified shortly after their arrival and we have
done everything we can to meet them halfway. B

BT R

CHEAPSIDETOURS

MEMO

To: Mr Massey, Manager Customer Relations

From: Helgna Leary, Tour Representative, Bodrum
Re: Mr and Mre Austin

Date:

I have recently spoken with two irate clients who fesl
that the Hotel Scimitar is gubstandard. T have not been
able to deal with the matter myself due to pressure of
work but they were given a sea-view room after making

their initial complaint and have now beer moved to the

Hamada .

They have mentioned noise levels but this is the first 3
time we've received any complaints, The wvast majority g
of guests seem to enjoy the nightlife when on holiday. !

As the Hamada ig more expensive I asked them to make a
payment of 50% of the exgeas rate.

I've informed Pamela Watson, the Area Manager,

e T R R i e e TS c,.,_L-,_.-_':.'%-\.-._ e e I T T S sl e e D Mo T it B S e o e -

...............

2 Who are the following?
CLARKE, MURDOCH & WHITNEY

pamela Watson
Patrice Visseyre

Helena Leary N :
What are Mr and Mes Austin complaining about? T0 wha

extent do you think they are justified?

3 You are the Managing Director of Cheapside Tours and

: bsi
anixious to maintain your reputation but. at th:e 51mt: :abwe
you have confidence in your staff. On the basis o

correspondence, decide what to do next and then write {0
the couple to teil them your decision.

TR T
faats i ex
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. Hotel

Facilities

Describing hotel facilities
Making and answering enquiries
Setting rates

Preview
Work in groups and discuss these questions.

What do you expect from a good hotel?
Which of these do you consider the most important?

e price e facilites  * service  * location

Reading 1

Work with a partner. You are going to read about the
organisation of two hotels, as described by their respective
managing directors. Student A read the opinions of
Tommaso Zanzotto, Chairman and Chief Executive of Hilton
International on the right.

Student B read the views of Richard Williams, General
Manager of Sandy Lane, Barbados, on pages 112-113.
STUDENT A

When you have finished reading your text, ask your partner
questions to find out about:

» the good features of Richard Williams's hotel.

* the staff.

» the room-pricing policy.

* his favourite stay at a hotel.

« what he dislikes at a hotel.

« what he would like to see happen in the industry.
Answer your partner's questions about Tommaso Zanzotto.

Speaking 1

Discuss these questions with your partner.

a Where would you prefer to stay - at Sandy Lane or at one of

the Hilton hotels?
What are your best and worst experiences at a hotel?

TOMMASO ZANZOTTO TALKS ABOUT

HILTON INTERNATIONAL...

HIS HOTELS: What is absolutely essential is the core — a well-
equipped room with all the facilities expected by the customer. That
must be perfect. Then what I expect of a hotel is the circle around this
room such as meeting facilities, banquet facilities, bar and relaxation
arcas which form the first circle around the core. What I expect after
that is the ambience, the quality of service and what [ call the
intangibles. The customer goes from the outside ring into the core
because he expects the core to be there. I do not think people start
with the core. They start at the intangiblf and the advantage of Hilton
is it does have an intangible element around the core.

STAFF: I think the most important thing for staff is attitude.
Attitude assumes you have the right tools behind you. For instance,
there must be the right check-in system at reception and room service
must have the right back-up. So to me, attitude is the first ingredient
but not the only ingredient. 1 started my career in a travel agency in
Milan when I was seventeen. When you go into the agency you like the
staff to ask how you are even if they have already done that 150 times
that day because it is a unique experience to you. It is a tough job. |
recognise it is not easy. The human touch — particularly in the hotel
business, that is one place computers will never take over.

RATES: Pricing must be a local strategy in terms of what the hotel
is. | am against discounting just for the sake of keeping the customer.
There is a price for a product and the customer must pay that in order
for the quality of service to be maintained. I do not believe in giving
customers an impression which is different from reality. For instance
mileage programmes ~ somebody is paying for these somewhere and
that is not fair on the customer, but competition makes you do things
which you do not think are necessarily right. If | find a solution | will
do that. I do not have a magic solution. But | believe that all the zillions
of miles which exist all over the world, somebody will pay for them
and it will not be the sharcholders. The cost will pass through the
system thrﬂugh different pricing mechanisms. There is no such thing as
a free lunch. Loyalty must be built on true relations rather than the fact
you have a few miles from me.

FAVOURITE STAY AT A HOTEL: Club Med in Bali, A
combination of events contributed to this recent stay. One was the fact
I was changing jobs so | was very relaxed and it was also my twenty-
fifth wedding anniversary. What was particularly good was the
ambience and the pleasant attitude of the stafl.

DISLIKES: The hotels I do not like are the ones with no personality
or flavour or anything local. If there are some hotels in our group
which need to move along that route we will do something.

ONE WISH FOR THE INDUSTRY: That government and society
realise travel and tourism is such a powerful economic driver. It has to
be taken into serious planning consideration in all countries,

(from Travel Trade Gazette)



() Hotel Facilities

Vocabulary 1
% Which of these facilities would you expect to find in a deluxe hotel such as Sandy Lane

or a Hilton International hotel? Are there any you would add to the list?
Is this the same for all countries?

tmmm:'. SS | lift | air mmg ﬂam!# it t&nnis @aurk;;-;- e
unﬂmmm beauty salon WWMWM glﬁshap
live entertainment Wwﬁwmmwﬁm disco | _ newspapers
Language Focus
Adjectives and word order
Adjectives can be divided into a number of categories:
1 Qualitative: these adjectives identify a quality that someone or something possesses.
an attractive area a famous hotel a cheap room a pleasant stay
2 Classifying: these adjectives are used to classify the following noun.
a double bed a separate entrance a single room a bridal suite

Classifying adjectives are not normally gradable. We cannot say *a very separate entrance or *a very double bed. An
entrance is separate or it isn't; a bed is a double or it isn’t.

3 The normal order for adjectives is:

O qualitative @ classifying:
a small furnished apartment a special free offer a pleasant rural setting a large double bed
4 If there are more than two adjectives in a phrase, the order is:
€ subjective opinion @ qualifier (size, age, shape) € colour @ origin @ what the noun is made of
@ what kind? what for? & head noun
an exquisite Ming-dynasty porcelain vase a beautiful antique china rose bowl
5 Compound adjectives are formed by joining two (or more) words with a hyphen:
an up-market hotel  self-contained accommodation well-appointed rooms an out-of-the-way resort

Practice

1 Put the words on the right into the correct order to complete these sentences.

a We ate some local excellent dishes seafood

b One of the guests stole our pot antique silver pepper

¢ Inthe lobby there wasa  writing Flemish heavy
sixteenth-century desk

The cook’s looking for a bowl large red salad plastic

e Each room has a red-and-white enormous

superb bedside Japanese lamp

= B

2 Match the words below to make compound adjectives.
Then add a suitabie noun of your choice to each one.

air- season
well- minute

self- time

audio- new

cut- equipped
last- built

part- contained
off- visual
purpose- conditioned
brand- price

3 Write a short description to be included with each of these
photographs in a leaflet publicising the hotel.
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Speechwork

Stress in compound adjectives

If an adjective is used before a noun, the stress is usually
placed on the first part of the adjective. Listen.

a 'self-contained flat

But if the compound adjective is used after a verb the stress is
on the second part:

The flat is self-con'tained. The lounge is well-'fumished.

Where is the stress? Say these phrases and sentences. Then
listen to the tape to check your pronunciation.

a much-travelled woman

a newly-wed couple

a world-famous brand

an easy-going atmosphere

The bar is air-conditioned.

The conference room is well-equipped.
The furniture is old-fashioned.

The food is all home-made.

Reading 2

Mrs Adams is planning to visit Berlin for the first time and
has written to four hotels asking for information. Here are
the four replies. Which hotel do you think she is most likely
to be interested in? Give reasons for your choice.

a ‘well-furnished lounge

Lindenbaum hotel
Tel- 27 82 21 93
Fax: 27 82 21 16

Mrs Adams

44 Cyprus Street
London

NI 1ST

England

Sehr geehrter Mrs Adams, %
ich freue mich, daB Sie unserem Haus so groBes Interesse -
entgegenbringen. :
Gern uibersende ich thnen unseren Hausprospekt.

In der Hoffnung, Sie bald als Gast in unserem Haus begruBen
zu konnen.

Mit freundlichen GribBen,

gl Sdd

Angela Badel
Reservierung/Verkauf

A N O R RR e R 2
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Mrs Adams
44 Cyprus Street
London N1 1ST

Dear Mrs Adams

We refer to your kind letter and thank you for your interest in the
GRAND HOTEL BERLIN.

Enclosed please find the requested hrochures about the GRAND HOTEL
BERLIN.

Please do not hesitate to contact me personally if you have any guestions
or if we can be of any assistance to you and we would be very pleased
to welcome you at the GRAND HOTEL BERLIN in the near future,

e

Yours sincerely,

GRAND HOTEL BERLIN
Maria Wamneboidt
Reservations Manager

Great Eastern Hotel
Toleranz Str., Berlin

Dear Mrs Adams,

Thank you for your letter and your interest in our hotel. Enclosed we
send you our hotel brochure with the price list.

The Great Eastern Hotel is situated at the famous corner Toleranz
str. and Unter den Linden near the Brandenburg Gate. We have 320
rooms, one restaurant, 3 meeting rooms for up to 45 persons and a
lobby bar.

For your reservation you can call our booking office by phone 6743
281 or you can send a fax to the number 6743 678.

We would be happy to welcome you in our hotel.

Kind rega

Morgan Althaus
Sales Manager

Goethe Hotel

Goethestraffe 197, 10713 BerlinTelefon: (030) 87 97 19 Fax: (030) 87 01 36

Mrs Adams
44 Cyprus Street
London M1 18T

Dear Mrs Adams,

Thark you very much for your interest shown in our hotel, Enclosed you will find
our hotel brochure and the room rates.

Inssde the brochure you wall find the restaurant, but this is closed. We do only
serve drinks at the recepbon

You asked about other facilities such as fitness room, conference halls and
restaurants. But we have none of these. We are a middle-class hotel with 40
rooms and we don't need these facilibes.

| am not sure, if you really mean our hotel? Because your guestons ook ke you
expected a first-class hotel.

Arwway, | hope to welcome you in our hotel,
with kindest regards,
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(D Hotel Facilities

Writing 1
Describing hotel facilities q
7 You are the Reservations Manager at School of European Studies
a large hotel in Berlin. You have 5, Rolfe Street
received this letter. Reply using the s
information below. WC2 19X
Dear Sir/Madan, 2 December
The ﬂboygu .
on “The § S intending to hold its torthcoming conf
cre
€ Secret Services of Post-Communist Europe™ in Berl nce
November next year. erlin from 27-30

[ look forward to hearing from you.

Loy

David Murray

Conference Coordinator

CONFERENCE
FACILITIES

e 17 air-conditioned conference rooms (1400 m?)

e simultaneous translating/interpreters’ booths

e 7 seminar rooms

* single and double rooms and suites, all air-conditioned
with en-suite facilities

e views over gardens/historic sites

e swimming pool, sauna

® 4 restaurants and bars

e multi-storey car park (240 cars)

e price for 100 delegates (full board + conference facilities)

x 3 days = DM72,000
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Listening
Pricing policies
8 Work with a partner. At the beginning of this unit you read

about two different hotels — Sandy Lane and Hilton
International. Discuss these questions.

a Which do you think was the most expensive to stay in? Why?

b Do you think the price of a night's stay is the same for all
guests?

¢ How does a hotelier fix the price of a room?

o ? Listen to Nick Patterson, who is Manager of a large London
hotel, and answer these questions.

Section 1

a Nick mentions four different rates. What are they?
b Under what circumstances will he allow a discount?

Section 2

¢ How do British tour operators do business with overseas
hoteliers?

Section 3

d If overseas tour operators cannot fill their allocation, what
does Nick do?

Section 4
e What do British hoteliers do to maximise sales?

Vocabulary 2

10 At one point Nick uses the expression supply and demand. There are many fixed expressions in
English which have two words linked by and. The order is fixed — we cannot say *demand and supply.
Read these sentences and decide if the two words linked by and are in the right order.

a It takes us three months to negotiate all the terms and g |don't have all the figures and facts with me but we had an
conditions. occupancy rate of about 90 per cent last June.

b The contract hadn't been signed so it was void and null. h | have to get out of the city from time to time to get some

¢ The carpet in the lobby has to be of good quality to stand up quiet and peace.
to the wear and tear of continual use. i We have to keep the reception area looking neat and tidy or it

d A whisky, please, and a tonic and gin. creates a bad impression.

e There are no hard and fast rules on discounts; they vary J
according to the type of clientele. k Our reservation system isn't scientific, It works more by error

and trial than by anything else.

Every year the auditors check our profit and loss accounts.

f It's not easy to open a hotel; there are so many regulations
and rules to comply with.




Speaking 2
Negotiating a group booking

STUDENT A

Read the information below and then phone .
your partner at the Maple Leaf Hotel to make h"‘ht%
a booking. Make notes. g
company meeting and trade presentation
involving a number of executives from your
overseas subsidiaries.

You have recently seen an advertisement for
the Maple Leaf Hotel and are going to phone
the hotel to make a booking, provided that
the facilities meet your expectations.

in all, seven members of staff will need
accommodation for five nights from Monday
10 July. Three of them will be accompanied
by their wives.

You will also need to book a conference
room, including lunch, for twenty-five :
people for 11 and 12 July. .

Your basic requirements are that:

» the hotel should be close to public e
transport.

» the rooms should be of a good
standard with private bath and so on.

« the staff should be able to relax in
pleasant surroundings.

» the business facilities should be spacious, professional and
hi-tech.

The trade presentation on 11-12 July is very important as
ATLAS wishes to show potential customers from ail over the
world that the company is successful and knows how to treat
clients well.

You want to know the price of rooms, group discounts, the
charge for the hire of business meeting facilities and the
method of payment.

The names of the personnel to stay at the hotel are:

Ms Patty Bowen, Mrs Maria Spada, Mr Philippe Trudeau,
Mr Stig Johansson, Mr and Mrs Béhler, Mr and Mrs Akira
Nakamura, and Mr and Mrs Andreas Gryllakis (not arriving
until 8 p.m.)

Your address is 101 Wellington Street, Ottawa, Canada,

K 1P5TI Tel: (613) 238 5347

Your credit card number is: 4531 7862 9413. It expires in
April next year.

\I APLE LLEar Hor

You want to book rooms at a hotel for a L VR N
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() Hotel Facilities

1 Work with a partner. Student A looks after the business travel arrangements for an international organisation
called ATLAS. Student B works in Reservations at the Maple Leaf Hotel. Student A read the text below. Student B turn to page 113.
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Writing 2

STUDENT A

12 Write a memo to your boss outlining what has been agreed

with the Maple Leaf Hotel.
STUDENT B

Write a letter confirming the details of the reservation made
by ATLAS.

79

T S a8 i e i i [ 18



Selecting

Locations

Assessing new ventures
Promoting hotels

Preview

| Work in groups and discuss this question. What factors does
a hotel chain take into account when choosing a site?

Listening 1
0 2 Kelly Cooper, who works for Austral Tours, is at the World Travel Market in London and has
stopped in front of a stand promoting holidays on the island of Tioman, Malaysia.

Listen and take notes on accommodation and facilities. Use these headings:

LOCATION
TRANSPORT
ACCOMMODATION
FACILITIES
ACTIVITIES

Writing 1
3 After speaking to Ludwig Szeiler, Kelly Cooper sent a fax to the CEO of Austral Tours. Here is
the beginning of the fax. Complete it.

FAX

To: Cathy Mays, CEO, Austral Tours
From: Kelly Cooper

Date: 07/11

No. of pages: 1

Subject: Tioman

Dear Cathy,

This morning | met LS from Tioman Promotions. What they have to offer is as follows:
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Speechwork
Pronunciation of the letter |

& Work with a partner. Decide if the letter / in each of the words below is
pronounced / a1 / as in time, / 1 / as in richor / 1: / as in key.

Put the words in the box into three columns (according to the pronunciation of the underlined sounds).
Then listen and and check your answers.

island massive tropical site
franchise mini-bar village prestigious
prestige biplane Sri Lanka sign
private heritage sighature skiing

- 35 Read this postcard aloud paying particular attention to the pronunciation of the underlined words.
Then listen and check your pronunciation.

Dear Joyce, 1

' staying here on a minute tropical |

island off the coast of Fiji. It takes |

ninety minutes to get here by biplane |

and is very remote. People come here | Mg Joyce Lee
for a fow days towind down andré@. | g4 B,anor Road
Ivs very hot with very ttlewindor | oyt own

shade to keep the temperaturs GOV | 1y Bgx
aperumoﬁt:afrrwﬂmaanbaﬂm .|
Every evening they organise lve !
entertainment at the hotel whichis |
very enjoyable but | wouldn't want tolie |
mmmm#mﬂmm |
do! |
Gee you soon, Love, Monica. }

Speaking 1

London: an established tourist destination.
& Work with a partner and discuss these questions.
a Why do tourists want to go there?

b Where do they want to stay?

¢ What factors do they take into consideration when booking a
hotel?

7 Work with a partner. Look at these possible locations for a
new hotel. Discuss the advantages and drawbacks of each
site. Decide where you would build your new hotel in
London. Then compare your ideas with others in the cfass.

(B Selecting Locations
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Reading
8 Read this article about Docklands and answer these questions.

a What are Docklands' strengths and weaknesses for tourism development?
b Would you advise a hotel chain to invest there? Why? Why not?

Docklands turns its attention to tourism growth

OCKLANDS, DOMINATED BY the mighty Canary Wharf

Tower. is the new face of tourist London. The London

Docklands Development Corporation, through which the
Government’s grant funding for the area is channelled, is
“extremely supportive of the London Tourist Board initiative”
according to Sunny Crouch, its director of marketing and
public affairs,

“London is the premier gateway for visitors to this
country - and we must make sure we do not lose that
position,” she says. “Docklands are not top of the attractions
visitors want to see, although English Tourist Board surveys
show us to be about number six on the list of priorities, a
place visitors go to on their second or third trip. What we
have to offer is a new face.
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“It is fascinating to show groups of overseas visitors, who
have come to London with images of ancient heritage and
tradition, something that is new and modern. Canary Wharf,
for example, is probably the world’s largest urban
development project.

“Docklands is an area that is dynamic, changing, as it has
been over the centuries — and there is plenty for visitors to see.
There is Tower Bridge, of course, with its walkways, and the
new Design Museum on the south side of the river. On the
north side, there is the Tower itself and St Katherine’s dock.

Our communications links with the rest of London are also
good. We have the Docklands Light Railway, buses and, by
next May, we will have completed our road programme when
the Limehouse link is opened. And the DLR, which now
operates between Mondays and Fridays, will open at
weekends from next summer,”

Airport success

And, of course, there is London City Airport, which now has
connections with seven major European cities. Its popularity is
rapidly improving — but we British seem slow to realise its
advantages, as some 80 per cent of its passengers are inbound.

Previous criticisms that there are few shops, restaurants,
pubs, wine bars and so on in the area are no longer valid, adds
Sunny Crouch. “Terence Conran now has three restaurants on
the south side and in the newer area there are at least twenty-
one shops, plus half a dozen pubs, restaurants and other places
to eat and drink,” she says.

Furthermore, there are now more than 1,000 hotel beds in
Docklands, including the new Scandic Crown and
International Britannia hotels. “Docklands attracts over
500,000 visitors a year,” says Sunny, “and, in tourism terms,
we have an important cluster of attractions. We are finding
that visitors pick up the Docklands Light Railway at Tower
Bridge, take it right through Docklands to Island Gardens,
then walk through the foot tunnel to Greenwich and take the
boat back. That way, they get the best possible view of what
we have.”

The Docklands development story is far from over. “We
have plenty of land in the Royal Docks area and we are
looking for tourism/leisure type developments for this because
we feel that in the present climate we don’t need any more
office schemes,” says Sunny. “For example, there is the
London Dome project, to create a magnificent covered bowl
for sporting events, conferences, concerts and so on.”

Finance, it seems, is almost in place for this ambitious
project — with the backers undeterred by the failure of
Olympia & York, developers of Canary Wharf, where, until it
was temporarily closed following an attempt to plant a bomb
there, the tower (the tallest office building in Europe) was
attracting 5,000-6,000 visitors every weekend, eager to see the
unique panorama of London from its top floor,

(from Tourism Enterprise)
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(P Selecting Locations

Vocabulary Listening 2

Formal and informal language 11 The Far East Investment Group is looking at hotel investment
opportunities in London and has recently commissioned a
survey from Lewis, Dupont & Kruger, a firm of independent
consultants for leisure and tourism. Read the letter that
accompanied their findings. '

wil }

In formal situations big and a lot of are often replaced with
other expressions.

Choose words or phrases from the box to replace a lot.
For example: a lot of facilities = extensive facilities

LEWIS, DUPONT & KRUGER

Forth Street, London
a lot of land

a lot of growth
a lot of tourist attractions
a lot of interest in the area

9 September

a M o w

Dear Mr Pang,
We are pleased to present our study of the proposed
FEIG hotel development in London.

Choose words from the box to replace big.
pl

= Y

TR

—T1 ¢ § T e

e e e “;5_:_"_: As is customary with market studies of this nature,
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our findings are only valid for a limited period of time.

PN I

a a big refurbishment
b a big change in market demand The estimates are based on the most reliable
¢ abig lobby evidence available at the present time. .
d abig profit VWe look forward to presenting the study to you as
rran at the Hilton Hotel on 27 September. £
10 Work with a partner. Which sentence in each pair would be i pRae iy o g
more suitable for a formal report? :
1 a You asked us to look into the idea of putting some money Yours sincerely,
into a hotel development. / ’}'/f?f:?
{ P/ -
b We were asked to investigate the potential of investment / £
in a hotel development. Milton West i
2 a Our preferred location is in close proximity to Canary 1’
Wharf.
b The place we liked best is very near to Canary Wharf. e L R B R D LU R

3 a Lots of hotels in the suburbs had to let people pay very
low rates to get enough business.
b A substantial number of hotels in the suburbs were obliged
to charge exceptionally low rates in order to achieve an
adequate volume of business.

O Listen to the representatives of Lewis, Dupont & Kruger
presenting their findings to a meeting of the FEIG and take
notes based on these headings.

4 a Demand has begun to improve and increased revenues are REASONS FOR CHOICE OF AREA
beginning to compensate for the lean years. COMMUNICATIONS
b Demand has begun to pick up and bigger revenues are
beginning to make up for the bad years. FROFPOSED SITE

5 a This section is about the way we worked out the figures, FIVE OF HOTEL

the things we took into account and the way we went FACILITIES

about getting an approximate idea of profits in the future. DEMAND PROFILE
b This section details the calculations, assumptions and

methodology which form the basis of estimated profit

projections.




Language Focus

Conjunctions
Read this extract from the study you commissioned concerning the construction of a new hotel
in London. Note the way in which the underlined words are used.

In recent years, hotel development in central London has been hindered by restrictive planning policies,
lack of suitable sites and high building costs. However, there is now growing pressure from hotel chains
wishing to develop, and several sites have been earmarked for consideration. Furthermore, the British
Tourist Authority has forecast a shortfall in hotel accommodation by the end of the decade.

As a result, it is our opinion that the time is ripe to invest in the construction of a 300 bedroom,
three-star hotel to meet what is forecast to be a significant shortage of bed space.

T Which of the underlined words:

~ introduces a contrasting point of view?
— shows a consequence?
— introduces a new piece of information?

2 Group the following words into the above three categories.

_ontheotherhand yet  nevert onsequently
Practice

Complete the extract using the following words:

WHAT ENABLES BUDGET hotels to offer extremely competitive tariffs and (a) ...... make a profit? There are
a number of answers. (b) ...... , such hotels, all built on the same pre-fabricated model, can make savings in
construction costs. (¢) ...... , by keeping staffing to a minimum, using automatic check-in and providing
self-service breakfasts, there are economies to be made in operating costs. (d) ...... , budget hotels have

standardised furniture and fittings which can be bought cheaply in bulk.

7 S , the market for budget hotels includes many people with limited financial means such as

low-income families, retired people or touring sports teams.

The growth of budget hotels has been the cause of some concern in the hotel market as many
traditional one- and two-star establishments are unable to compete. (f) ...... , this concern is probably
unjustified. Budget hotels have an educational role to play in introducing new sections of the population to
the habit of staying in a hotel. And (g) ...... budget hotels will continue to influence the market place and
possibly take some custom away, quality hotels offering a high level of service should not see these

“competitors™ as a threat but, h) ...... , @s an opportunity to expand the hotel-staying public.



Speaking 2

12 Work in two groups: A and B. Group A works for The New
London Hotels chain. Group B works for Peake, Jones and
O'Hara Investment Bank.
The New London Hotels chain would like Peake, Jones
and O'Hara Investment Bank to invest in their projected new
hotel in Docklands. Both sides have agreed to meet to
discuss the viability of the project.
Look at the papers for the meeting and answer these
questions,

a When do Peake, Jones and O'Hara forecast that
the restaurant will be making a profit on lunches and dinners?

Projected New Hotel in Docklands

* No. Rooms: 100 - all doubles with en-suite facilities.
» Restaurant covers: 250 — to allow for special functions.
» Residents’ Bar.

» Fitness and health club: free to residents and open to non-residents. T

» 2 private rooms for functions,

Restaurant

The plan is to develop special events banqueting facilities for local corporate -
entertaining. The restaurant will be partitioned and partially closed when

not in full use.

Health Club Revenue

To cover costs of equipping, maintaining and staffing, the health ¢lub
membership will be offered to the local community and businesses.

ESTIMATED ANNUAL COST OF STAFFING AND MAINTENANCE OF
EQUIPMENT = £150,000 PER YEAR.

Membership Fee Projected no. yr. 1
single £350 100
joint £600 80
family £700 30
corporate £1,500 26
(per 6 members)

Total revenue £134.000

Writing 2

P Selecting Locations

b Why does the hotel need such a large restaurant?
How soon will they achieve a satisfactory room occupancy
rate?

d How do they hope to pay for the maintenance of the health

club facilities?
13 Discuss the arguments you will present in the meeting.

14 Meet with the other group to discuss the project.

100 1

Projected Average Occupancy Rate for 3 Years
Ay, no. guests per =
ﬁu |
40 - frished
zu bl B I
¥ & A v o 8 1 2 3
Season  Low Season Mid Season High Season
1 Nov - 31 Mar 1 April - 30 June 1 luly =31 Oct
Annual breakeven point = 75%
250 dmm'l.'ﬁnr.. al specal events)
s P-4 o e, o i-resident
E Zm Gl = e [U;LIJ‘““;IW 5
é 150 1 - A braskeven poin
E = L ==
3. 100 1 : v : F1.{.I‘I {116} breakisst
3 50 {(72.5)
0
1 T 3 T 3 1
Year
Projected no. yr. 2 Projected no. yr. 3
125 150
8 100
40 50
22 25
£155,750 £185,000

15 Write a report outlining the decisions made at the meeting between The New London Hotels chain

and Peake, Jones and O'Hara.

Follow-up

16 Work in groups. You work for a consultancy group. You have
been asked to look at the hotel investment opportunities in
your area.

Discuss:
a where it would be feasible to build a new hotel.
b what kind of establishment it would be (category, number of
rooms, etc.).
its facilities.
your anticipated clientele.
e how you would advertise and promote the hotel.

a n

17 Write a full-page advertisement about your hotel for the local

paper.
Write and tape a radio commercial for your hotel,
Write a report on new hotel investment opportunities in the

darea.
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Things
to Do

Giving tourist advice on local attractions and events

Preview
4 1 Look at the map and discuss what visitors to Portsmouth, New
Hampshire in the USA can do there.

Reading
2 Read these extracts from a guide to leisure pursuits in New Hampshire

and choose one of the places in the box to complete each gap in the
text. Note that there are more places listed than gaps.

le Excursion 8 Harbor Cruise it el

it akes o 43 11 SN j
"—1*-4“,_1_ .-.,,...rf

MASSACHUSETTS 7 '
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THE CHARMS OF NEW HAMPSHIRE

picture what the Seacoast region offers.

Piscataqua river.

country design.

&) i is open all year round and is packed
with amusing hands-on activities for toddlers,
including the Yellow Submarine, the Computer

Center and Arts Area.

Think of New Hampshire's Seacoast and what
comes to mind? Welcoming sandy beaches and
warm summer sun? Or do you picture ocean
cruises, deep-sea fishing, family attractions, and
an abundance of tax-free shopping? Perhaps it’s
a fair, a jazz festival, or charming antique
shops, fascinating museums, historic homes and
a glimpse into this country’s beginnings? Picture
all these things, and you’ve only begun to

Portsmouth was the first colonial capital of
New Hampshire and its appeal 1s immediate.
The city includes a ten-acre outdoor museum
known as (a) ...... , so-called because in 1630
the first English settlers chose the site for their
new plantation, naming it for the abundance of
wild fruits they found along the shores of the

The spirit of early American crafts is
captured in (b) ...... , produced at the Engine
House in Oak Street. Each pot is hand-made
and individually decorated with a traditional or

Why not bring your family to (d) ...... for the
best family outing ever? Over twenty acres of
rides and exciting attractions plus the huge
wave pool, adventure river and octopus blue
lagoon,

And if you want to combine blues and
greens come to the (e) ...... . This is more than a
succession of fairways, putting greens and
bunkers, it’s a whole series of scenic
experiences. The fifteen holes present a unique
challenge and an absolutely fantastic view of
the spectacular coastline,

Follow Route 1 to Odiorne State Park, the
site of the (f) ...... at Seabrook Station. The
more than thirty exhibits and displays focus on
the Seacoast environment, and how Seabrook
Station safely uses uwranium to produce
electricity. Take a fascinating imaginary journey
nearly 260 feet below sea level to Seabrook’s
cooling tunnels. View local marine life in the
touchpool and ocean aquariums — all this, and
much more besides.

No visit would be complete without a cruise
on the open waters of the Atlantic Ocean. Sail
out on a (g) ...... and get a close-up of the
ocean’s great giants with expert commentary by
an experienced naturalist.



(&) Things to Do

"%
s

s

Vocabulary
Words ending in -ing
3 Can you name these activities?

- — __ O

4 In the passage we read of excifing attractions and amusing hands-on activities.
Work with a partner and think of some more activities that you could describe as L 0]
relaxing, entertaining and exhilarating.

5 We play tennis on a tennis court and swim in a swimming pool.
Match the activities in A with the places in B.

6 Design a leaflet for a local Tourist Information Centre,
describing in English what visitors can do in your area.

Include information on:

* museums, art galleries, monuments.
» places of outstanding natural beauty or historic interest.
» |ocal amenities and facilities.

* eating out.

|



Speechwork
Pausing and stress

O 7 Listen to the message which has been recorded on an answerphone. Is it easy to
understand? If not, why not?

8 Now read the text of the message and place a line (/) where you think the speaker
should pause, and underline any words you think should be stressed. Then listen to
the second version of the message and check your answers.

/

Thank you for calling SELEKTABED hotel reservations. Unfortunately, no one 'fs available to take your booking at
the moment. Please note that office hours are 9 to 5.30 on Mondays to Fridays except for Wednesdays, when we are
open from 9.45 to 5.30. On Saturdays we are open from 9 o’clock in the morning to 1 o'clock in the afternoon.

If you would like information on hotel availability outside office hours you can call 0891 211 402.

For reservations, please call us during office hours. Thank you.

&

Speaking 1
Answerphone messages

9 Work in groups. You work for a local Tourist Information
Centre. Your manager has asked you to write an
answerphone message for when the office is closed. He
wants the message to include general information about the
office and he would also like it to be possible to contact out-
of-hours callers the next day.

Decide what information you will need to give and how you
will ask for the information you require.

Write the message and practise reading it aloud.

Then record it on to a cassette and play it to the rest of the
group.

As you listen to each message, make notes on the
information and instructions given.

Which message (other than your own!) did you find the
clearest?

n




Language Focus

Conditionals

Which of the following conditional sentences:
describe a usual state of affairs?

talk about the past?

make an offer?

make a recommendation?

make a polite request?

describe situations which are unlikely or impossible?

- ® 0O N D n =

If you buy a travel pass, you pay less.
2 If you go to the Natural History Museum, you'll be able
to see the special exhibition on dinosaurs.

3 If | were you, I'd avoid the crowded areas.
4 If you had a car, you'd be able to visit the safari park.

5 If you'd been here last week, you'd have seen the
carnival.

6 If I'd known you wanted a theatre ticket, I'd have got one
for you.

7 If you have enough time, you might want to visit the old
mill.

8 If you're looking for something really exciting, you
should go to the Museum of Horror and Torture.

9 Should you have any problems, please let me know.
10 If you'd like me to phone them, I'll do it for you now.

11 If you'll just fill in this registration form, I'll make the
booking for you.

Practice

1 Fill in the gaps appropriately. There may be more
than one possible answer.

a Ifyou ..... modern art, you ......
b The old Town Hall ...... if it ...... a tourist attraction.
¢ If you need any more advice, ......

d If you ..... just come this way, ...... you where it is on

the map.
a1 i you, | ...... travelling in the rush hour.
f |...told them that you ..... coming if | ......
beforehand.

g You won't be able to hire a car ...... you've got a valid
driving licence.

(&) Things to Do

12 If you want a cheaper place to stay, you'd be better off
at the Dolphin Hotel.

13 If you hadn't made the booking in advance, you'd be
without a bed for the night.

14 If they hadn't created the proper infrastructure
beforehand, they wouldn't be hosting the next
Olympics.

15 I'd be grateful if you could fill in this questionnaire before
you go.

2 To sum up, which of these is correct?

a In English there are strict rules for the sequence of tenses
in conditional clauses and main clauses.

b The sequence of tenses is not absolutely fixed and
depends on what you want to say.

¢ You can use any sequence of tenses in conditional
clauses and main clauses.

3 Other ways of making a conditional:

Unless you've other plans, you could visit the Museum
of Science and Technology.

You shouldn't get lost providing / provided (that) you
take a map.

Anyone is allowed into the casino on condition that they

are over 18.

h There shouldn't be any difficulty getting to Goteborg
...... that the ferries run to schedule.

i Ifyou ... now, you ...... there before the match starts
but | doubt if you ...... time.

j I you ... stay for more than a week, you ..... better

off getting a cheap rail pass.

2 If you were the mayor of your town/city what would
you do to make the place more attractive to tourists?
if it did become more attractive, how would you
control the extra influx of people?

85




i Listening | Vension
O 10 Listen to a conversation recorded in a tourist office in Venice
and find the places that are mentioned on the map.

Listen again and write down the intensifier which is used pulazo
before each adjective. 5 - ~)
Colle del Ty .
INTENSIFIER ADJECTIVE REFERS TO j’ ™ b
...... cheap : Chisss doi Fjv "‘h'::.;.w_m
H. Maviz Formois
...... popular } places to stay mw:# uﬁ-;is !
...... convenient a Remonicomy  cARSH  dhan . [l
...... expensive e San Mare R
transport \, N—_
reasonable } = Sl k"“ .
...... amazing building Bge- i : ot tgaiors
...... useful guidebook Tl
""" oo } restaurant
...... recommended
...... out-of-this-worid meal

Speaking 2

11 There is a Portsmouth in New Hampshire, USA, and there is
a Portsmouth in Hampshire, England.
Work with a partner. Take turns to be tourist information
clerks. Student A look at the map and information below.
Student B turn to page 114.

STUDENT A

You are a tourist information clerk in Portsmouth,
Hampshire, England. Read the information here and on page
87. Note the important points. Then answer your partner's
questions. He/She is a tourist.

’ )
''''''

THE MARY ROSE HMS VICTORY THE ROYAL NAYY MUSEUM
Henry VIII's Mary Rose sank in 1545 and was raised  |ord Nelson's flagship at Trafalgar, 1805 tells the story of the sailors who manned these ships
in 1982 through the centuries
over 20,000 artifacts recovered —  the latest aircraft carriers and missile-carrying
~  hull restored and conserved destroyers

- The Museum is open daily, except Christmas Day

Closing times: 5.30p.m, March to October; 6.45p.m. July to August




(&) Things to Do

B
=
-
Natural History Museum <
s | - |
s : |
-
-
M L:‘
- &
a !
?} Charles Dickens was borm here on February
n 7th 1812 to John and Elizabern Dickens &
House is furmiched | : :
Z ¢ :se 15 furnished in the Regency style (18 123 i
. S :
the patiour where friends Were received ;'_-
M * the dlﬂlﬂg room | . h
« Wildlife dioramas and geology of the o " the bedroom where Charles was bom :
Portsmouth area =y A_smﬂ“ exhibition room shows g range of :
: , = PHIMS iHustrating the warks of cn
* Full-size reconstruction of Iguanadon (our | Dickens and T4 SNy arles
T | W ; Memorabilia- 5 signed cheque,
local dmﬂsaur) : m lock of his hair, waistcoar buttons and the [
s > I ' ¢ouch on which O : . :
» Riverbank scene and audio-visual displays - i % Charles Dickens dicd. :
Opening 1 _
* From May to September see British and : April - October 10,00 a.m, - 5.3 p
European butterflies flying free » :
Opening times: &
April = October 10.00 a.m. — 5.30 p.m. £
November — March 10.00 am — 4.30 p.m. . H
Closed 24 — 26 December
D
N IR s ‘
~THB " NBW, . FOREST-.
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;
Y Chrr
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Relax in rﬂu fhrgff _
See the wild Phﬂt.i and’ e T ] Facgeg W
2t ' th century village on banks of Beaulieu River

¢ deer roamingiree. s Bl . - % E
T'he medieval hunting | § s -'-r::::- g | R
preserve of the Normans. { o - e ccreated as 18¢ch Cﬁnl‘u[y Ship~building Vluage

Tells the story of village life
Nelson's ships built here
River cruises
Picnic areas and riverside walks

I'nansport
I{H.ll htlﬁr.ﬁ f‘l'ﬂﬂ‘l '
Portsmouth bus Station to £

| l;,}-"mmgmn. o

%

G Transport: buses from Portsmouth bus station

.:F‘h?mi;i%ﬁw R

. -l

e

Ask the tourist information clerk if he/she can suggest
things to do during the day and evening in Portsmouth.
You have heard that you can see whales off the New
Hampshire coast. Ask if this is right. Ask if there are any
good restaurants in Portsmouth, or must you make do
with hamburgers till you return home to Italy?
87

12 Change roles. Student B is a tourist information clerk in
Portsmouth, New Hampshire, USA. You are Professor
Pitruezzella from Bologna University in Italy. You and
your colleagues have just attended a conference on

pollution and the environment.
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Guiding tourists round places of interest

Preview
Work in groups and discuss these questions.

When was the last time you visited a museum?
What did you see there?

How was it displayed?

Why do we keep things from the past in museums?
What is the role of a museum in society today?

Reading

Read the introduction from a guidebook to the Louvre and
answer these questions.

What was the aim of the Grand Louvre project?

What was it that made people very angry?
What is the purpose of a museum according to leoh Ming Pei?

Listening 1
Listen to an expert talking about the reconstruction of the
Neues Museum in Berlin and answer these questions.

What are the choices facing the architects?
How do the expert's views on the design of a museum
compare with lech Ming Pei's?

Work with a partner and discuss how a museum can
encourage visitors to keep coming back.

Then listen to how the Neues museum intends to deal with
tourists, and answer these questions.

How does the museum intend to encourage the frequent
visitor?

What will the museum do for the groups on a thirty-minute
tour?

How will this help the individual visitor?

According to the speaker what are the disadvantages of
museums like the Louvre?

Do you agree with the speaker's view of how a museum
should be organised? Give your reasons.

Marketing

the Past

HE DECISION TO turn the Louvre into the world’s biggest

museum was taken in the autumn of 1981 by the French
President Francois Mitterand. The challenge lay in turning what
was basically a nineteenth-century museum into a modern
museum equipped to handle the ever-growing number of people
anxious to see and learn about art. The first step towards
creating the “Grand Louvre” was to create more exhibition
space and to reorganise the collections, so that works could be
presented both more logically and with more breathing space.

According to a number of experts the most rational way to
reorganise the museum was to use the area beneath the
courtyard itself. This is just what the Chinese-American
architect leoh Ming Pei decided to do. He had been named to
design the project, without a prior competition being held, in
March 1983.

The architect’s choice of a 7i-foot high pyramid, albeit of
glass, created a storm of protest. Many believed that this
historic site was already “saturated with architectural styles...”
I.M. Pei, who designed the striking East Wing at Washington’s
National Gallery, wanted to turn this historic palace into a
modern museum. He wanted to create something alive and
welcoming, without destroying the history of the place, and he
succeeded in persuading the authorities to accept his
transparent, reflecting prism.

Pei is convinced that museums should play a role in
educating the public. With competition from so many other
forms of recreation, muscums must be inviting enough for
people to want to spend the day there. At the same time, the
architecture must be functional, so that museums can olfer
better service in more comfortable surroundings. Even more
mmportant, museums should not only be a place to see art but,
thanks to their architectural quality, should be an aesthetic
experience in themselves.



(D Marketing-the Past

Speaking 1
Work in groups. Describe your favourite museum or art gallery to your group.
Tell them:

* why you like it.

* how the museum attracts tourists.

* how it copes with large groups.

* how the architecture of the building is used to show off the exhibits.

won

Have you ever taken a party round a museum?

Vocabulary

6 The guides at both the Louvre and the Neues Museum need specialised vocabulary to describe the artefacts,
Work with a partner. Put these words into logical sets. Give each set a title. Add three words to each set.
Which sets would a guide describing Ancient Egyptian exhibits in the Neues Museum need?
Which sets would a guide in the National Gallery in London need?

Anh necklace shield
coronet ~ spire Comul _
- copper | carving : bracelet

Writing 1
Descriptions of artefacts
/ Use the words in the box to complete this short description of the bust of Nefertiti.

The bust of Nefertiti. Look at the faultless symmetrical face enhanced
by make-up tastefully applied to brows, ...

e e e

8 Write a short description of one of these paintings.

When you visit a museum,
monument or art gallery it is a
good idea to pick up leaflets,
or buy the guidebook, in your
own language and in English.
Then you can study the
quality of the translations
(they're not always good!)
and also learn any new
vocabulary.

e ._1 a Lord John and Lord Renard

Stuart by Anthony van Dyke Madame Moites Sier by Ingres
Christina of Denmark by Hans {1638) (1856)

Holbein the younger (1538)




Listening 2

o 9 Listen to the guide describing artefacts in the Pergamon

O

Museum. As you listen find Athena, Zeus and Alkyoneus in
the pictures on the right.

10 Are these statements true or false?
a Pergamon was the name of a man.
b The monument was built 2,000 years ago.
¢ It has always been considered one of the wonders of the world.
d The Gauls had come from Europe.

Speechwork

Pausing and stress

11 Why is the speaker in Listening 2 easy to understand?
Listen to another part of his tour and mark where he pauses.

Mark a short pause with / and a long pause with //.

F Qo o

The frieze symbolises two victories.

The giant attacks Athena with his serpent.
The whole frieze is painted in bright colours.
You will see another monument.

/ Now let’s follow the path of the gods

and walk up the processional avenue
towards the great gate ahead of you.
Remember as you go past these lions
that they were not only admired as
wild, noble and free animals but that
they also represented Ishtar, the
goddess of love, the sky and of war.
Ishtar was the patron goddess of the
Babylonian army and the enormous
gateway that you are now approaching
was named after her. The original

decorations revealed much about the

religious life of the city. They sﬁoweh
that the avenue was decorated during
the time of King Nebuchadnezzar 1! to
mark the path of the annual new year
procession when statues of the gods
were carried with great ceremony from
a special banqueting house to the
main temple of the city. As the gods
were believed actually to inhabit these
statues it was very important that
whatever they saw should please them
and so a great deal of effort was
lavished on this processional avenue.

O 12 In spoken English we use stress, pauses and pitch to draw our listeners’ attention to what

we want them to know.

New information is announced by a change in the pitch of the voice.

Look at the following excerpt from a guided tour of Prague.

Mark your own pauses / and draw an arrow above the words where the pitch rises.
Practise saying the excerpt aloud. If possible, record yourself. Then compare your voice patterns

with those on the tape.

Gogd morning, ladies and gentlemen. fj; name is Teresa.
Let me first welcome you to our tour of The Kralovska
Cesta or Royal Mile. This was the route which was taken
by the Kings and Queens of Bohemia on their way to
coronations or to festivities in Prague. We start here at the
Powder Tower. It is so-called because it served as a
gunpowder store in the seventeenth and eighteenth
centuries. It had originally been a tower of the town palace

\dun‘r}g the Middle Ages. Let us now walk through the

archway and into Celetna street which is named after the
bread - the calt - that was baked here in the Middle Ages.
On your left is the old mint where Bohemian groschen and
ducats were coined. A little further down we will pass two
houses that are part of Charles University, which was
founded in 1348. It's the oldest university in Central
Europe. Now we enter the Old Town Square. In the centre
you can see a memorial to Jan Huss, the reformer.




Language Focus

Relative clauses

Relative clauses are used to make two separate

statements into one sentence. For example:
This is what the Chinese architect, leoh Ming Peh, decided
to do. leoh Ming Pei had been named to design the project
in March 1983.
This is what the Chinese architect, leoh Ming Peh, who had
been named to design the project in March 1983, decided
to do.

Relative clauses can be defining or non-defining.
The pyramids which/that were built up until the Third
Dynasty were made of mud and brick, not stone.
(“which/that were built up until the Third Dynasty”
identifies and defines a particular kind of pyramid.)

Practice a2

1 Make sentences with these words. You will have
to add extra words.

Charles Bridge/
520m long, 10m
wide/rests on 1€

(D Marketing the Past

The Rosetta stone, which was found in 1799, enabled
Champollion to decipher the hieroglyphics. (*which was
found in 1799" is extra information - it does not define
the Rosetta stone. “That"” is not possible in a non-
defining relative clause.)

3 Which of these is defining and which is non-defining?
How do you know?

a The Greek goddess who represented war was called Athena.

b King Charles IV, who was a Czech king and built the
famous Charles Bridge in Prague, must have been a good
military commander.

For example: pilars/Crowned with i ...ﬂ.i{
Aphrodite/Greek goddess/represented love and 0 stwhueshiocets @@ AT 81— | .{'L ______
buy souvenirs B © g }
beauty Y B 4 ‘- '

Aphrodite was a Greek goddess who
represented love and beauty.

Alexander the Great/born 356 BC/father/King (5 i B [7
Philip of Macedonia Charles Street/ Ve 'h Old Town Bridge
Alexander the Great, whose father was King Ramed afer @ "2\ TIWTBB _
Philip of Macedonia, was born in 356 BC. CME““'”” o B :1 E:%mmhmﬁ :f
a Tower of London/11th century/built by William street of R | G20 | pillar of Charles
the Conqueror/ both prison and palace Pogie/ined with papl > Bridge
q P P medeval housesiee © LE NG
b Statue of Liberty/American Museum of Rendissance and S8 i
Immigration in base/seen by all visitors arriving in horciges focades
New York by sea g
¢ Taj Mahal/outside Agra/built as a testimony to
love 4 5
d Catacombs/early Christians buried/a maze of The Little Square/
underground passages ' Rencissance - 6
: fountaingove best - Square of the
e Assyrian King Nebuchadnezzar/ built the Hanging  water in fown Kalghts of the
Gardens of Babylon/one of the Seven Wonders of Cross/
the Ancient World il A views of R Vitave,
| . the lesser town and
f Mozart/father a violinist at Archbishop of 3 Progue castie
Salzburg's court/learnt to play the piano/three O Toven Hall
years old AD 1410/

2 Work with a partner and use the notes to write a
tour of Prague. Practise giving your tour and if

every hour
possible, record it and listen to yourself. Begin
your guided tour ‘Good morning ladies and
gentlemen. We're starting our tour of Prague Old Town Square

today in the Old Town Square ..."

12 aposties move
past 2 blue windows

1




Writing 2
13 You work as the local representative for Skyways Holidays in Sorrento, Italy.

Your boss has left this message on your desk.

You have the poster below on your wall. Use it as an example to design and
write a similar poster.

fihredis
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(D Marketing the Past

Speaking 2
14 Work in two groups. Group A look at the text below. Group B turn to page 115.

GROUP A
You work as tour guides at the conference centre in Graz, Austria.You have been

asked to plan a two-hour walk round Graz,
Read your information. Plan your route. Prepare your talk. Give your talk to someone

in Group B.

3. Karl - Frunzens Un;veosilzs-.ﬁ
founded 1585 as Jesuit Coilege/

1.The Bell Tower— rebuilt i Renaissance style
Bwlk 1528 / houses 1890 / 2.5, 000 shudents altend
and a medieval N

1

rison

Foallel i
& qiﬁ‘gf‘lmge C hurch
\ of QurLady of Comfort-
always a chapel here. /
2. destination of Manuy
" pilgrims / presen
& Church buslle r“l-j-/
two iMmpressive Spires

dates from 1556

2. The Sawmau talace —
? encloses a romantic

o lates courtyard /statue of 10.City Brk Founbaing =~ /&,
S Tur Kish soldher throwing (hsgne d ond ot Rr i B
— himself franﬁ 9nr‘ret _ A\ Wicrna World ndl ¥
Faicin 18773 /@i =

Fwo side pieces . e
now in Faris 5 _

y I quenbef‘g Palace — :

view for each MO{:HW‘%‘
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oy 5 The Town Hall = ‘ i
' [
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%' of Godon south side of
church Comrﬂammtir%

the Black Death /
aftacks by the TurRs

Showan as the invasion of-

6. Landhavs—present-day S
seat of provincial government:
remodelled By Domenico % 5
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i

| I Follow-up

15 Collect information about your local area and design a guided tour for a group of foreign students
visiting your town. Or choose a museum you would fike to visit and give a taik on one of its exhibits. 93
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Preview
1 Work with a partner and discuss these questions.

a How are business travellers different from other travellers?
b How can an airline cater for their special needs?

Reading
Read this article from the business travel section of a British newspaper and answer these questions.

What is it that airlines cannot “have both ways"?

How easy is it to get an upgrade?

Why will it "count as nought” if a traveller is wearing jeans and a T-shirt?

How can a business travel agent help?

How could a business person try to get on the 7 p.m. Concorde flight from London to New York?
Why should a business traveller try to sit next to noisy children?

- o N oo M

Promotion to the rank of Flyer First Class
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HOW EASY is it to get an airline upgrade? Obviously
it is happening all the time — how else would business
and sometimes first class cabins be full so often?

Airlines cannot have it both ways: they cannot .
bemoan their low yields and losses yet claim that the °

cabins up front are full of bona fide full-fare paying
travellers.

But when the cheapest economy ticket price on the
transatlantic route is between nine and ten times °
cheaper than for a business class ticket, many °
executives have no option but to fly economy and

hope for an upgrade.

Some carriers are known for their stringent
approach to upgrading. Most Far Eastern carriers,
such as Singapore and Malaysian Airlines, are loath to
upgrade unless there is no other option. UK travel
agents suggest this is due to the importance of status
in the Far East and the granting of it to those who
have earned it, i.e., paid the fare.

On the very competitive transatlantic routes,
however, it 1s a different story. Both US and British

- carriers — and certain European ones — are keen to win

business, albeit not at any price, but at a cost which
might encourage you to fly with them again. There is

- no more powerful incentive for a business traveller
~ than the lure of an upgrade up the aircraft or the Holy

Grail — an upgrade to Concorde. BA knows full well
the drawing power of Concorde and does upgrade
certain executives when appropriate to this speedy, if
not exactly comfortable, sovereign of the skies.

But while transatlantic upgrades are sought for the

- comfort they provide, upgrades to business class
~ flights are more status symbols than of real practical

benefit on short-hop European flights. So what
strategy should the savvy business traveller adopt? A

~ seven-point programme could be:

1. Dress smartly — the single most important rule.

You may feel it is more comfortable to travel in




trainers and tracksuit — and it is, if you are sitting in
- that offer effective upgrades. Airline Ticket Network
- (0800 727747) can often find business class flights at

economy. But whatever else you may have going for
you at the check-in it will count as nought if you are

wearing jeans and a T-shirt. For men this means
wearing at least a jacket and tie at the check-in. For
women, a smart suit or dress is required. Once you are Iceland Air.
on the plane with your upgrade 1t does not matter

~ not the supplement for Concorde, try Air France

what you wear.

2. Join a frequent-flyer programme. This is the
- class price, although you have to fly to Paris (flight

simplest and most painless way to get an upgrade, US

carriers, ‘saddled with many millions of unclaimed
mileage points, are happy to let you use some of them
on an upgrade. BA always gives first upgrade priority
to its silver and gold Executive Club members. These
.' get them either into business (with someone else

cards are only gained if you are a frequent flyer

anyway and so BA recognises you deserve any

upgrades going. If upgrades rather than free flights are

important to you, join a scheme that is most likely to
- Heathrow Terminal 4 on the possibility that they may

hike you up the cabins.
3. Use a business travel agent. Earlier this year

Wagonlits Travel ran a special promotion with United :
- check-in desk brimming with confidence will often

Airlines which meant that all United flights booked
through the travel agency were automatically

upgraded, It is worth checking with your business

travel agent to see if any similar deals are in the
offing.
Booking through a big agency, moreover, should

give you a better chance. Given the volume of
business that the multiple travel agencies place with :.5
still, a portable computer and look busy. Then, while

the airlines, then they are usually willing to give

priority to their clients when space is available. Not
always though, since if an upgrade was always
automatic, then clients would always book the :
- traveller then many flight staff will be sympathetic

cheapest flights.

4. Shop around. With or without the help of a

( Business Travel

specialist business travel agent, there may be deals

the same price as you would pay economy on another
airline, though you may have to fly Air India or

If your company will pay for first class travel but
Concorde instead: the fare is equivalent to BA’s first

included) to catch the supersonic jet.

5. Check in late. Experienced users of this system
arrive just within the allowed check-in time in the
hope that full economy or business class cabins might

bumped up to first) or into first class itself. Some very
experienced and determined upgraders try this with
BA’s 6.30 p.m. daily flight to New York from

get onto the 7 p.m. Concorde flight.

6. Be confident. Those executives arriving at the

: give the aura that they should be upgraded.

Unfortunately for women, this is more of a sexist male

- ploy to predominantly female check-in staff.

7. Keep trying. Even if you fail to be upgraded at

- the check-in, the savvy traveller knows that all is not

lost. It helps sometimes to be seated next to noisy

children in economy. Get out some work or, better

people are still being seated, ask a flight attendant if
you can speak to the senior steward or purser. If you
are smartly dressed and look like an obvious business

and move you up.
(from THE SUNDAY TIMES)

3 Work with a partner and discuss this question.
What advice can you now give to a business traveller who wishes to fly in comfort

without having to pay for it?

Speaking 1
4 Work with a partner. Role play this situation. Student A works as a check-in clerk for
an international airline. Student B is an economy class passenger. Student B would
like an upgrade to business class. 95
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. O Read the words aloud. Then listen and check.

Speechwork
Sound and spelling
Some words have silent letters — letters which are not pronounced. For example:

busness / biznis / g arantee / gaerontr: /

How are these words pronounced? Say them aloud. Then listen and check.

Some words are pronounced in different ways even though they are spelt the same.
Look at these pairs of sentences. Where is the stress in the words in italics? How would

you say them?
1 a He was presented with a gold watch when he retired from the company.
b He thanked the company for the present.

2 a This year they have sold a record number of package holidays to the Seychelles.
b The highest temperature was recorded yesterday in London.

3 a Please allow me to introduce my business associate, Mr Riley.

b Our company does not like us to associate with employees from rival operators in the resort.

4 a Immigration officers refuse admission to anyone travelling without a passport.
b All refuse must be put in the bins.

5 a The bank agreed to transfer £1.4m from the tour operators’ New York account to their bank in Switzerland.

b The transfer from the airport to the hotel will take fifty minutes.
Listen and check your pronunciation. Then practise saying the sentences.

How are these words pronounced?




() Business Travel

Language Focus
Possibility and certainty

1 There are many ways of indicating how sure we feel about an event. For example, we use
modals to make predictions of varying degrees of certainty. Read these sentences and match
them with the descriptions 1 - 3.

He'll have got there by now.

He must have got there by now.
He should have got there by now. |
He could have got there by now, e
He might have got there by now. ' i
He can't have got there by now. " 3 3
He won't have got there by now.

We also use phrases to express degrees of probability and certainty. Mast of these sentences

contain will but the degree of certainty is determined by the words printed in italics. How certain

do you think these statements are? Give each sentence a % score. 0% = impossible; 100% = certain.
The first one has been done for you.

The results of the enquiry are a foregone conclusion. They'll refuse all planning permission.
There's no way they'll agree to build a new airport so near to the city.

| doubt very much whether the company will pay the supplement for Concorde.

In alf likelihood, you'll get an upgrade if you book through a business travel agent.

It's just possible that we'll make a profit next year.

It's a safe bet that they'll try to force us out of the market.

The chances are that you'll be able to get a better seat provided that you're 5rnartty dressed.
In all probability, share prices will continue to rise.

There's a slight chance that the project will attract more foreign investment.

There's a distinct possibility that the air traffic controllers' dispute will be settled soon.
There's little likelihood of their allowing us to hire extra coaches.

They're bound to increase their prices next year to aflow for inflation at the very feast.
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Practice

For each of the sentences below, write two sentences which keep the original meaning.
Use the words in capitals in each sentence. The first one has been done for you.

a In all probability we'll be able to catch the 10.15 train.
CHANCES The chances are well be able to catch the 10.15 train.
SHOULD We stiould be able to catch the 10.15 train.

b | hardly think she'll want to hang around for a stand-by flight.
DOUBT
LIKELIHOOD

¢ I'm sure they've left by now otherwise they'd have answered the phone.
MUST
BOUND
d It's impossible for them to have arrived - they only left an hour ago and it takes at least two hours, if there's no traffic!
CAN'T
WAY
e If we're lucky, we may well be able to charter an aircraft for an early morning flight.
POSSIBILITY
JUST
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Listening *

You will hear Agnes Johnson talking about how they
promote The Manor Hotel as a business venue and
conference centre.

Decide if these statements are true or false.
The Manor uses the services of over 500 conference agencies.
The standard rate of commission is 8 per cent.

The agency always takes the client to visit the hotel.
Making company contacts is a complicated process.

Corporate clients tend to make rapid decisions on their choice
of conference venue.

The Manor relies far more on direct sales prospecting than on
printed advertising.

The sales staff are authorised to negotiate conference rates.
The local Shakespeare festival is popular with delegates.

Vocabulary

Look at this meeting room in The Manor Hotel.
Match the words in the box with the objects in the room.




Speaking 2
9 Work with a partner. Student A look at the text below.
Student B turn to page 115.

STUDENT A

1 You work for Albatross Engineering plc and have been asked
to find a suitable local venue for a full-day seminar. Professor
Markowitz will be giving a lecture on new techniques in
electrical engineering in the morning, and this will be followed
by your annual general meeting in the afternoon.

You require a lecture theatre for fifty people. Ring The Manor
Hotel and find out what they have to offer.

2 You work for The Manor Hotel in the venues department.
You receive a phone call from Tangerine Computers of New
York. On the right you have information on day and 24-hour
conference rates. You will not need to pay agency commission
so you can be flexible in pricing.

Writing

Day delegate rate: L57

24-hour residential | £169

rate:

(P) Business Travel

| includes coffee, lunch, afternoon tea,
cordials, conference equipment and

| room hire = minimum 25 people

inclusive of mid-morning coffee,
lunch, teas, cordials, room hire,
conference equipment, dinner, deluxe

bedroom and country house breakfast

10 You work for an international hotel and have recently received this memo from a member of the
Senior Management Team. Work in groups and brainstorm your ideas, then write your response to

Graham Whittaker's request.

MEMO

FROM: Graham Whittaker
TO: Marketing Dept.
DATE: 11 October

RE:

travel

As you Know, last year saw
within the trade and we fee

some fresh ideas in an attemp
share than we have SO far been

| would be grateful if you would d
which can be mailed to the mana

business travel managers O
interested in offering
rewarding their staff.

Would you please:

_ include informat
able to provide

Circular letter promoting business

increased competition from
| that the time is ripe to 100K at
t to capture a larger market

able to do.

raft a convincing letter
ging directors and

f organisations likely to be
iravel as a means of motivating and

ion about the kind of facilities we are

_ outline a package We can market

_ include itinerary, speci

_ state why our area is the ideal

al events and attractions

place for them to come.

99
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Scenario 3
Organising Excursions

Organising an excursion programine

Work with a partner. You both work as resort representatives
for the same tour operator. Your teacher will tell you which
one.

STUDENT A: You are the new resident Resort Representative
in Lakesburgh, a thriving cosmopolitan city on the shores of
Lake Aurora. This is your first job, You were appointed last
night when the local rep suddenly resigned to go and work
for a rival operator.

STUDENT B: You are the new Tour Representative in
Lakesburgh, a thriving cosmopolitan city on the shores of
Lake Aurora. You have just arrived in the resort, a few hours
ahead of the tourists. This is the first time you have been
there.

Today is the first day of the holiday season.

Your company specialises in short city-break holidays, two-
and three-night stays. The brochure promises a full optional
excursion programme with evening activities.

Your first plane-load of package tourists arrives this evening at
6 p.m. local time. They will be staying from tonight, Friday, to
Monday morning on half board. Before 6 p.m. you must both
find out what there is to do. You will need to know times,
prices and discounts for your clients.

You will be interested in any commission you can get for
yourselves, since your pay is not very good. The previous reps
left you a tourist guide in the hotel which they have
annotated with their comments.

Look at the guide together and design the itinerary.

You would like to be able to repeat this itinerary weekly
throughout the season. Approximately how much commission
wiil you receive if thirty people go on most of your
excursions?

Compare your itinerary and your commission levels with other
tour operator representatives.

#THE ARCADE

*THF. CERAMIC GROTTO

Shopping

The area is known for its local blue crystal and distinctive ceramics.

The main shopping centre is in the Glasshouse

Centre, a pedestrianised area where you can — @f?&ﬂ‘f’ 5'19P5 -
% s : ; NO COMISSION
find stores of international renown. =

There also are many souvenir shops in Friendl
and around the Old Town Squarc,f helpful c:;Wﬂe.rE

Taka themw 1 get

: = !
ook el g “—Tgﬁi‘y extra 5% com
C :ﬁjjara the famuly. A5 good salaection
54, Old Town Square ol :
: —_— {?ﬂc&y
RYSTAL S GLASS FACTOR

Guided tours
< g #* NB: collect veuchers +
2 GIVE 1o all guasts.

Factory shap VOUCHERS = 5% discount on marked ;
28, The Esplanade price fov +hem '
= 15% commission to ME

Come and waich your gifls spin

into shape.

Open daily 10-5.

73, New Crescent wordh

THE EMPORIUM ‘:}aﬁmﬁ i i
Renowned the world over for

pottery and glassware.

20, The Glasshouse Centre \\

9o in occasionally
____—give reps good presents

Restaurants

THE ARPEGGIO .
tfraditional cussine in pleasant ~—— nice p fac.e,r Qd . Tood

surroundings 5% com.

table d'hite from £10.00 per head

98, The Esplanade 206 com

tel: 876 439 8876 / but pricey for guests

THE LEMON TREE
guéridon service

|
& la carte from £30.00 per head Best hamburgers ever!!

19, Circus Road Tafjg with
tel: 192 834 7459 &
5%, com.

HAMBURGER PALACE /’

Amertcan restaurant

open 11.00 a.m.~12 a.m. rﬁ-}lg.kl-:i; T b L’ffﬂ

10, The Esplanade lr . ) :\J 220 | ';';_J_,’? g;:'
tel: 129 485 7694 Q% 7 R ANy
Set meal: £12.50 6% e "‘I“’lkw. :ﬁ"yﬁi”' r,.x
THE BLUE VISTAS ﬁrfﬁ“”*ﬁ‘f?{

live band A i !'!i B £

private room for parties
42, Mount Hadrian
tel: 128 394 8576
traditional cuisine from £20 a head

Caten beter school dnners!
15-?# <om .
take 1 party a week




Bars

THE CAPTAIN’S TABLE

904, The Esplanade ii::; f::PE—I’Ed land|

’ And|oreAd =
THE JOLLY ROGER hates fourists
784, The Esplanade '
’ e — 94 watering hole,
FERRY AND jUNE S CAFF (:’r,;gndry
39, The Old Town Square 10% com.

THE THREE FISHERMEN
t"-,‘lf:t]_}.- Point \ 5‘:;{ P’aﬂeﬁf}&ﬁtﬂ
an EP‘Eniﬂg

Night Clubs, Casinos and Discos

THE COTTON CLUB—-..greaf- !

open nightly lively
9 p.m.~3 a.m. 9”"*'*5 QE?‘ n ﬁ"ea bel%?'ﬂ 1o
£10.00 per person 10% Com.

t+ free cats & Arinks
THE NEW YORKER
open Thariday-Sunday ind
black tie

£30 a couple ——
F c:nfy

5% com.
on reservations

WHISKY GALORE & f

TIMNT : | ma E- S
gpen rzzgﬁnj, -_— o 9 P
10 p.m.~2 a.m. 15926 - must

£20 per person accompany
O A2 B 2
THE GOLDEN WHEEL CASINO R £
black tie optional — Upwarkeat | ; " ‘ ' é /
8 p.m.~4 a.m, ne com ! 1 Y \ \ A §
THE SILVER SWORD CASINO W g oS
open 12 p.m.*.‘i a.1m. -4 “_,i_j:__,éﬂ-fil'__".
; ' = |
atin. stakes €5 Y o
E25 chips if take o £ ]
gps of 1o+ oAt

Tours

Walking tours of old town:
visit this picturesque quarter wit
medieval houses and cobbled

streets.

— Sturdy shoes!

5% com.on Zpm
four .::!n!y

Tours depart every two hours from
10,00 a.m. to 4.00 p.m.

.
£3.50 per person Take on 1o 5hC?PS

and catée

Hourly boat trips on lake:
£2.50 per person.

(

beautitul views
easy on feet
E% Com.

Scenario 3: Organising Excursions

Theatre, Concerts, Ballet

TﬁEATRE PRESIDENT — 2 for the price of 1
seats £1o, £15, £z0

boring! tourists love i+

E3 pp on gps of 25 +

classical plays
Box office; 8394 5783 4867

HADRIAN'S CASTLE  £1 pp om gps

son et lumiére nightly oF 12 - 24

all seats £12

Tel: 876 9212 387 5

L AT .J':r"_”-"’*ak

PALACE THEATRE X % N, e

ask for details = ﬂ“ %{-Eiﬁ,_;__ wr u})

Tel: 876 94987 %h TN AL (J A
good deals from * 4@ |
Hme 1o fime

Sightseeing

IMPERIAL PALACE AUTO COLLECTION

owver 200 antigue, classic and whera did ‘H'EY _ﬁ”d{ _qum;

special interestQ@TLON display at
this spectacular automobile collection — 107, com.
£5.00 \

53, Aurora Boulevard worth every Penn Y'r :

WORLD OF RECORDS MUSEUM

See the amazing videos, life-sized N V. pop-

replicas, unique displays that will no com. !!

entertain the whole family for hours. 5% discount on
7.50 gps of 15+

79, Lakesburgh St.

HERITAGE MUSEUM —_

Cm{ﬂ ?}: history m;;.f:‘wm—qm.ifﬁ g:ma ( f}/

exhibits, restored bistoric open

.'F.f‘?‘ufﬂﬂ’ﬂ and ghost towns 20% com.

£10.00

435, The Mall

NATIONAL ART MUSEUM
Houses three galleries, changing

monthly with local and naﬁami@__‘ Who? 25% com.
£5.00

MUSEUM OF NATURAL HISTORY
Journey fbmugﬁ time from

dinosaur age to présent-day wildlife

£8.00

DISCOVERY CHILDREN’S MUSEUM

— 5% Itie 'LHCI‘ZY
V. pop.
V. inferesting

designed for hands-on, interactive, ~ Vead #5 book

[fun learning about the arts, e 1(_"‘4 I -

sciences and humanities., of scheol Pﬁfﬁeﬁ
Nno com.!

£6.00

GOVERNOR'S PALACE — stuéR,!
A baroque masterprece housing

18th to 19th century watercolours

£7.50

\

gd. gardens/great views
156% Com. gd.teahoyse

~great for some peace
and quet
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Groupwork / Pairwork B Texts

@ Types of Holiday

16 Writing (page 11)

You work for a travel agency which belongs to a group called Europa Tours. You have

received a letter from a potential customer.

This extract from your catalogue shows the kinds of things you have to offer.
Write a suitable personalised reply and send it back. If necessary, refer to the Writing tips

on page 11.

RANDGGOACH- T OUR“OFE ERANCE

Duration 12 days
Departure day Monday
Return Friday
Mar. 27 $270

Apr. 3, 10, 17, 24 $280
May 1,8,15,22,29 $290
June 5,12, 19, 26 $300
July 3,10, 17, 24,31 $300
Aug. 7, 14, 21, 28 $300

Price includes 11 nights
accommodation in twin rooms
with en-suite facilities, 11
continental breakfasts and 6
dinners. 85 single supplement
per night.

No child discounts.

Tuur'ing: by modern air-

conditioned cruise-liner coach.

No m-'l:rnjght travel,

Bageux
Tapestry

Fryo L yYyomy;
v v % e

L
....

Car_"cqs sonne

Eiffel Tower

n Paris




- @) A Career in Tourism

Reading (page 13)

STUDENT B

Tell your partner what recommendations “The Write Way
to Find a Job” makes about:

« personal information and experience.

* layout, language and style.

Which of the fifteen points (a-o0) in exercise 5 (page 13)
are mentioned in the article?

The Write Way to Find a Job

ANSWERING advertiserents is one way of finding a
job. But there is a big gap between the number of
vacancies filled and those advertised. So writing on
spec. to employers can often be a good idea.

The object is to get the employer to see you — po
more, because the best you can hope for from such an
approach is an interview. Asking straight out for a job
is fatal because it inviles a yes or no response. As no
one will offer a post to an unknown guantity the answer
wil] always be negative.

There are a number of golden rules:

« Try to research the name (spelt correctly!) of a specific
person to write 10,

* Put yourself in the employer’s shoes. Think of what
you have 1o offer.

» Try to keep your CV brief — one page is enough;
perfect prose isn't expected — note form is accepiable.

* Gear your CV to the job and organisation. No two CVs
should be exactly alike.

» If you've been in work, explain your duties and how
vour work has evolved. Demonstrate on paper that you
are a potential asset.

» List your outside interests and skills. Don’t forget
your language abilities. Participation in sports can show
your capacity for team work.

If your covering letter is in English it should be
checked by a native speaker. You should state at the
beginning why you are writing and then try to keep the
reader interested. You must establish that you would
like an interview. Edit ruthlessly, Go over your letter as
many times as necessary. Search out and get rid of all
unnecessary words and sentences.

(adapted from an article by
Geoffey Golzen in THE TIMES)

i
e A Pt ¢ e
Ay g T B a T e

Groupwork/Pairwork B Texts

Speaking 2 (page 17)

17 STUDENT B

Work in a group. You are recruiting employees for one of the
posts described on page 15 (your teacher will tell you which
one).

Write a short profile of what you expect a good applicant to
be and prepare a list of questions to ask the candidates you
have short-listed. Make notes under these headings:

APPEARANCE
QUALIFICATIONS
LANGUAGES
TRAVEL
ADAFTABILITY
PERSONALITY
SALARY EXPECTATIONS

18 Now work with the others in your group and interview

candidates from Group A for the job. When you have seen all
the candidates make your final selection.

0O Responsible Tourism

Speaking (page 55)

A1

G. Jones
Leader of the local protest movement

Views on the proposed tourist development: ¢
tourism creates mainly temporary, seasonal employment
the few permanent jobs unlikely to go to locals
community will not benefit overall

will create land speculation, causing house prices to rise
and forcing more young people to leave the area

S ® & 2

Suggestion:
¢ Develop the area into a high-tech business park

Advantages:
» permits the area to be levelled and landscaped
e area would blend in with the surrounding countryside
e creates wealth in the area
e creafes a permanent and stable workforce in the region
¢ avoids the inevitable congestion and disruption caused
by excessive tourism
* sustains local culture and language
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€© Trends in Tourism

Spﬂ‘&lkiﬂg 2 {page 23)

16 TEAM B

Look at the map and read the fact fife.
Discuss tourism in Egypt.

Decide what you will tell Team A.
Make notes and plan your talk.

When you are ready, give your talk.

Egypt fact file

| History

Recent developments

The present situation

tourist attraction since “the dawn of
time”

1798: Napoleon's Egyptian campaign
—= new interest in Egyptian culture

1869: 1st Thomas Cook tour

Nov. 1869: opening of Suez Canal,
2nd Cook tour

1950s: tour operators and hoteliers in
place

1963/4: Ministry of Tourism set up

1960s: > 1m tourists / yr.

!gradual increase in no. of carriers and
hotels —» 3.6m arrivals in 1992

1992-94: adverse publicity —fall in
arrivals

visitors: 43 % - Arab world
57 % -&——Europe & N. America

av. stay: 8/2-91/ days

attractions: classical tour (Pyramids,
Luxor and Aswan)

Nile cruises

package charters (Hurghada on the
Red Sea)

B3
M. Jones

@ Responsible Tourism

15 Speaking (page 55}

Owner of small gift shop and restaurant

Views on the proposed tourist development:

¢ welcome influx of tourists

* valuable business opportunity

¢ unemployment in the area: 10.1% (recently son had to
leave home to live and work in London)

e Greens are in a small minority - should not be allowed to
influence such an important decision

e wildlife has never been in danger
e derelict mine an eyesore



O Where People Go

Speaking 1 (page 27)

GROUP B

Discuss what should go in the gaps in the grid. Then work with a partner
from Group A to check your answers.

Groupwork/Pairwork B Texts

COUNTRY CAPITAL LANGUAGE | CURRENCY
: | Buenos Aires Spanish | o
Austria 5 : [ Seliining
Pm:t-ugucse Real
: The Czaf:_éh Republic Pr-a;gue " |
4 ; Cairo _ 4 Pound 5
B Gré::ce | Ather;s- 5 ¢
g | B;L.ld-.'a-.pest Hungari;l
gia ftaly B F _"Lim A
| Tokyo Japanese
i 1' Nairobi IRy Shilling
Malaysia ' | : Ringgilr =1y
Spa-lin ! Spanish | ol
B : Bern | g;.a;iss German, French, l{ali&n,_ Raﬁmﬁ_ﬂﬂ | .
Eie AN & Arabic, French & 8 Dinar
I i Ankara & Turkish 8
The Ukraine | Karbovanet

Speaking 2 (page 29)
STUDENT B
14 Ask your partner for the information which is missing from

the table and answer his/her questions.

Listen to your partner talking about the value of tourism to
the UK and complete the pie chart below. Then present the
figures in the pie chart on page 106 to your partner.

) "ED MONUMENT . .
THE MOST VISITED MONU $§ AND MUSEUMS VhioE 55 Tovkst To Tas Uk
IN THE EU (NUMBERS PER YEAR) | D dicflns Wit
i ipiEsss: v ToTAL £26,659 MILLION
RANK PLACE NO. OF VISITORS
i
2 The Louvre 4.0m
3
4 The Eiffel Tower 3.6m
= 5 The National Gallery 2.8m
6
105
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TOURIST SPENDING BREAKDOWN 0 ReSpOHSib]e T()ll]_'ism

DOMESTIC AND OVERSEAS TOURISTS 15 Speaking (page 55)
ToraL £18,553 MILLION
Entertainment
L£1.008m B1 1
M. Hamilton
Shopping Fating out Leisureland's vice-chairman
£3,576m £4,388m

Views on the area:
¢ the Llanberis area: tourism potential

e work in shops and cafés is seasonal
g ¢ in summer the Snowdon mountain railway, which runs from
st the village, takes over 150,000 people to the summit, and has

£497m
to turn many away
e during the winter, Llanberis is dead
Travel within UK * area losing valuable human resources (exodus of Welsh-
SR fain St speaking people to the big cities)

£6,520m

e improvements to the main roads from England into North
Wales — more people coming into the area

e if there is nothing for the extra number of tourists to do, they
will wander round the National Park, causing unnecessary
damage

LeisureLand will:

— establish a year-round tourist attraction

- create 300-500 temporary construction jobs

— create 1,000 permanent full-time jobs for local Welsh-
speaking population

- create controlled entertainment for the day trippers

- save the National Park from damage

© Travel Agents

Preview (page 30)
2 STUDENT B

Tell your partner your name, address and phone number (on
the business card), and write down your partner's name,
address and phone number.

U]l

Jamien Jansen

M cIU'["HE'R'.-iﬂE‘ 63

Speaking 2 (page 31)

8 STUDENT B

1 Your name is Penelope McBain. Telephone Skyways 8606 AP Sneek
Holidays for information about holidays to Puffin Island. The Netherlands
Ask to speak to the sales department. If no one is available, Tel: (31) 5150 54761

leave a contact number.

2 You will recieve a telephone call from Skyways Holidays.
You require brochures and prices on holidays to Puffin
Island. Your address is 6 Leybourne Crescent, Bristol, Avon,
BS24 9EA.




Groupwork/Pairwork B Texts ~

Spﬁl"ﬂkiﬂg - (page 35)

20 STUDENT B
You will receive a phone call from a client interested in a tour of Cefalu in Sicily. Reply to his/her enquiries and take

down their details, Charge the full amount of the holiday to his/her credit card.

Departures: June 16 July 14
Cefalu: situated on the northern coast, 1 hr from Palermo. Picturesque

Arab-Norman town dating from 5th century BC.

A Norman cathedral in the town square contains some of the finest mosaics
in Italy. The town sits under the Rock of Cefalu on which the Temple of
Diana was built.

Al Sicily’s classical and medieval sites are within driving distance. There is
also a sandy beach near the town centre.

Programme: Included in the price are scheduled Alitalia flights from London
LHR, transfers and accommodation at the ***Kalura Hotel (half board). The
hotel is situated in a quiet bay 20 mins from the centre. All rooms are
decorated in Mediterranean style and have private bathrooms. Typical
Sicilian cuisine. Activities include creative writing, painting, photography, a
Sicilian folk night, trips to Palermo and Agrigento and a country lunch
including wine and a picnic with a walk up Cefali1 Rock.

Price: £579 for 1 week. £180 for a second week. Insurance £19,

You want to go on a holiday called “Venice and the Verona
Opera” in June or July. You have two weeks’ holiday. Ring

up to make a booking and check the details. Venice & the Verona Opgra

| Dates?
Things to see and do?
Accom Modation?

J. WILKES Cost?

Ih
computer consultant surance?

2 Kingston Avenue
Manchester
M20 8SB
Tel: 0161 434 3591

o I
B R 4 = EXTY |

Writing 2 (page 35)
21 STUDENT B

Write a letter of confirmation to M. Figuereido, enclosing the
tickets and the details of the holiday in Cefall.
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© Responsible Tourism

15 Speaking (pagess)

A2
B. Hall

Chair of Snowdonia National Park
Society

Views on the proposed tourist
development:

» people come for natural beauty and
tranquillity

e T R A e S S e il (Al e R ) T T R T

Liverpool

Scenario 1 Advising a Client (page 36)

GROUP B

Activity 1

You are trainee tour operator sales staff for Dream Holidays
Inc., an American tour operator. Today you are attending a
training session. You are learning about the amenities and
facilities at a new resort.

Work with a partner from your group. Read the brochure
extracts about Steamboat, Colorado, on page 109 and follow
the instructions below.

Answer these questions:

Where is the resort?

How long is each holiday?

At what time of year can you go?

Note the important facts about the resort and the hotel under
these headings:

N 0O B O -

THE RESORT THE HOTEL
» |ocation » facilities
* amenities * cuisine
* climate * rates
» transport * discounts
+ activities
*  souvenirs

3 Discuss and answer these questions:
a Which are the most popular weeks?
b What type of client is attracted to this type of holiday?

* area would be spoilt by: heavily
congested roads, day trippers, litter

» |ocal infrastructure could not cope with
the coachloads from Manchester and

¢ too great a burden on local hospitals
and the police

Suggestion:

- if people want the sort of tourist
attraction being proposed they should
go to the seaside

You have recently heard about a hotel there but you cannot
remember the name. It was something like “Eden"”,

Ring up your partner who works for Paradise Holidays plc
and find out about:

THE HOTEL THE RESORT
* precise location * transport to and from the resort
* facilities * leisure activities
* rates and discounts e« shopping
* hotel amenities » the climate
* cuisine
Activity 3

Change back to the role you had in Activity 1, working for
Dream Holidays Inc. Keep your partner from Activity 2.
He/she is now an independent travel consultant and he/she
will telephone you.

Use your notes from Activity 1 to answer the caller’s
enquiries.

Activity 2
Now work with someone from Group A.
You are a travel consultant working for a large bank. One of

their staff has asked you to research a winter-sun holiday in
Goa for herself and some colleagues.

They have set aside about £500 per person per week.
Your client wants to find out about:

* a good resort.

* a good hotel.

» if there are things for her teenage children to do.
* how the hotel will cater for them.

« if there are any child discounts.

Activity 4

Change back to your role for Activity 2, working as a travel
consultant. Work with other people from Group B.

You have now gone back to your consultancy offices. Were
you impressed by Paradise Holiday's description of the
package holiday to Goa? On the basis of what you have
heard, will you want to recommend this Goan hotel and the
resort?

Discuss your recommendations with your colleagues. What
will you tell your client?

Activity 5
Write to your client to give your opinion of the hotel and the
resort in Goa.




Groupwork/Pairwork B Texts

TEAMBOAT
Colorado, USA

Facilities for Children

Nursrr}*f(:hihluarc: tor children aguf] & months to 6 vears, Provides

Apres-ski and Eating Out

Steamboat boast more than
sixty restaurants offering a
cosmopolitan selection of
Cajun, Italian and even
Vietnamese dining. There are
Steamboat favourites like Old
West Steak House and
gourmet mountain dining at

starlit sleigh ride before a
fabulous dinner with the lights of the valley set out below.
Away from the mountain, Steamboat again scores high.
Take your pick from a morning hot air balloon ride with
celebratory champagﬂt‘, .unnwr.unbiﬁng, ice skating and
shopping (jeans and Western boots are real bargains).
Prices include round trip air travel by scheduled airline to
Steamboat,

Accommodation tor the stated number of nights on the

basis shown.
Air]mrt and hotel taxes.

Child reductions for children under 12 sharing with two
adults,

Transportation

Daily flights London Denver connecting with domestic flights Denver

Steamboat Springs, a mere 5 miles from the resort. Regular resort shuttle.

Ski Facts

Average annual snowfall: 325 inches
Trails: 106 over 50 miles

Ski lifts: 20

Vertical drnp of 3,600 ft

Longest trail: 3 miles

Slopes face: N, NW, NE

Cross country: 12,5 miles

Ski schoal: 200 instructors
Mountain restaurants: 6

The Billy Kidd Centre for

performance skiing is a unique programune for intermediate and advanced

skicrs nnl}.

Climate

Average temperature in the resort at 6,900 ft is 28F, Colder on the peaks
(10,600 ft). Steamboat has a dry, pleasant and invigorating climate with
little wind, so little wind chill effect.

Activities off the slopes: ice skating, indoor tennis, dog sledding, sleigh
rides (including mountain dinner tours) ballooning, shopping, horse riding,

thermal hot springs

The ski resort and old town of

Ragnm"ﬁ where vou'll enjoy a

%

*

*

ke

—
|

e

e e

games/ puppet shows/arts and crafts for non-skiing children.,

Kids® Vacation Center: for children aged 2'/ to 4 years. Ski instruction

and supervision in a special area with a ski-lift just for children.

Rough Riders: ski instruction and supervision for ages 5-15 years.

K.C.'s nite club: evening childcare for children. Advance reservations required.

Resort Shuttle

Runs regularly from Steamboat Springs to Steamboat Ski area until late at night.

The Hotel

300 rooms and suites

hot tubs and jacuzzis
sauna and massage

hiness and games room

HUOTEL

Room 'I'tiu'

Rasis

noy, of njg_hh

Sheraton Stcamboat Resort *%%%*
Genuinely ski-out and ski-in, the
| Sheraton enjovs an ideal location
adjacent to the Silver Bullet
Gondola. Within yards of the hotel
are nUMerous ‘ihnps p]u'i the ski
school and lift ticket office.
Accommodation: spacious guest
rooms have two double queen size
beds, private 1:13].;_;_;;1:,-, cable TV &
maovics {L'harg-:}, Prix'ate bath

S shower,

*  valet service
* concierge
* ski storage

* ski rental/shop

SHERATON STEAMBOAT RESORT

no, of adults ~rhart|:l;_,"

Double Queen Child Price

from 23 Now 1o 07 Dec

from 08 Dec to 14 Dec

From {5 Doc o 21 Hec

Fram 22 Dec g 03 j..m

from 04 Jan to 01 Feb

fram 02 Feb to 08 Feb

Irom 09 Feb wo 15 Feb

from 16 Feb to 15 Mar

Irom 16 Marto 22 Mar

[ From 23 May te 29 Mar

4l prices in £ _-.:'.:rhuitl‘r.

Hoom only All holidays
ey 10 Y Tl 55
2 2 TR U e
715 | 820 | 955 | 370
| 1065 | 1299 | 1669 | 496 _
1265 | 1599 | 1329 | 496
1095 | 1209 | 1585 | 370
925 | 1125 | 1369 | 370
1029 | 1315 | 1669 | 370 |
1059 | 1299 | 1599 | 370
1019 | 1259 | 1489 | 370
945 1125 | 1259 | 370
789 | 899 N/A | 370 ]
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15 Speaking (page5S5)

B2

F. Evans

Town councillor for twenty years and vice-chairman of
the Snowdon National Park committee

Views on the proposed tourist development:

e ridiculous to turn down an opportunity to create 1,000
jobs

e without jobs, the language and culture of Wales will be
lost

* no additional financial burden to the community -
grants can be obtained from the Welsh Tourist Board, the
Sports Council and the EU

0O Tour Operators

Reading (page 38)
STUDENT B
Before you read, check you know these words in the box. Use a dictionary if necessary.

Read “When the welcome is frosty” and answer these questions:
To what extent can a hotelier trust a tour operator?
How do tour operators attempt to persuade hoteliers to take less money?
How did a hotelier in Spain react?

Tell your partner about how hoteliers work with tour operators.
Make notes before you begin.

Suggestions:

* Arfon Borough Council owns the land - can insist that
the 600 new houses are not sold outright or as timeshare
apartments, but rented strictly on a weekly or weekend
basis

e the council can make sure that the Welsh language and
culture are promoted, e.g. hold festivals of Celtic music
and Welsh arts and crafts festivals

WHEN THE WELCOME IS FROSTY

If holidaymakers get a cool reception in some holiday destinations it may have more to do with the
practices of some tour operators in the UK than with the hospitality of the local hoteliers.

Many hotel owners and local agents feel badly treated by British
tour operators, Some of them have lost a small fortune when
unsecured trade creditors have gone bust. They feel especially
bitter when an ailing competitor is taken over: the new owners
may continue to do business under the same brand name, and yet
are under no legal obligation to settle any outstanding debts. As a
result, hoteliers may be out of pocket when a tour operator ceases
trading, even though the same company, now under new
ownership, is sending its customers to the same destinations.

So it comes as no surprise if hoteliers accuse tour operators of
sharp practice. For example, allegations have been made that tour
operators use their position to force down the rates for which hotel
rooms were originally contracted. Sales may be booming but the
tour operators will tell the hotelier that business is sluggish and
that the rooms can only be filled if they discount their prices.

Another tactic is to claim that competitors are holding down
their prices and that the only way to remain in business is to do

- likewise. The hotelier can do nothing to prove the contrary,

Hoteliers also suffer from cash flow problems through delays in
payment. Although most settle up within a couple of months,
some operators have been known to request a fresh allocation of

bed-nights when they still have not paid for the previous season.

So if you're going on a package don't be surprised if the
welcome you receive is less than enthusiastic - the chances are
that the room was contracted at a rate that will barely cover
overheads. But you would still be in a better position compared to
some unfortunate holidaymakers in Spain last year. One British
operator had forced a reluctant hotelier to accept a greatly reduced
rate with the result that when the tourists arrived their rooms had
been re-allocated to a foreign operator offering a better deal.

& ;ﬂwx'hmﬁ?w!ﬁw:tmhk -:-,;";I.'. ..'.n'.'.a_ﬂ.i.l» u..a-q.\ﬁ:-d'-.lﬁ'g Frsbifliaid & 7 Py T TR ] WA 'l{.‘rﬁrm;ﬁ;wﬂlﬂﬂnl ek e 1 F.-\',-:\-;\-r.'..'.h_'—:,'.‘:...";')'_:":" T T T i N R § iy gAY Tt e B0 N Ty Ldii=e o AR i}
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Groupwork/Pairwork B Texts \1

Speaking (page 43)
Negotiating an Agreement
11 TEAM B: VISTAS

i,

a3 ke

Agenda 12/03
521&5 of GETAWAY Tours

tes
gpee forecasts for next seasony”

Look at the agenda on the right. You have just finished f

- - 2 Review O
discussing item 2. Read and discuss your negotiating 3 Commission levels .
position on the remaining items with your partner: 4 Racking

5 Incentives
6 Policy on complaints

7 Educationals

G %\9

decide:

@ Promoting a Destination

Speaking 1 (page 46)
9 STUDENT B

Tell your partner about the itinerary below in your own words.

IGEEANT

Outline itinerary

Thursday: evening flight from London

Heathrow to Keflavik. Transfer on arrival
to Hotel Island in Reykjavik.

Friday: morning City Sight-seeing Tour
and afternoon to explore or shop at leisure.
Saturday: (New Year’s Eve): late morning
excursion to the Blue Lagoon to bathe in
its milky blue waters. Evening Viking-style
banquet. Just before midnight firework
display. See the New Year in with a
celebratory glass of Brennivin (Icelandic
schnapps).

Sunday: (New Year's Day): The Golden
Circle — a tull day tour. Leaving Reykjavik
we travel over Hellisheidi Pass to

Hveragerdi, the “greenhouse village” where

P R T A T e B B L e T e B e

Before you start negotiating with GETAWAY you should

* what you want to achieve.

* your order of priorities.

e what you think GETAWAY will want.

* how much you are prepared to accept.

* what you think GETAWAY will be prepared to accept.

If neccessary refer to the Language Tips on page 43.

Decide who will say what. Then negotiate with the
GETAWAY representatives.

fruit, vegetables and flowers are grown in
greenhouses heated by geothermal water.
Visit to the Great Geysir, after which all
others are named. Drive to Gullfoss,
considered by many to be Iceland’s most
beautiful waterfall. Cascading in two stages
into a spectacular 15 km gorge, the falls
are often partly frozen at this time of the
year.

Stop at Laugarvatn, where steam emerges
at the edge of a lake, forming a narural

sauna. Optional swim in the lake! Head
back to Reykjavik and listen to a few sagas
on the way, Dinner in the evening,
Monday: Return to London

; Iga:ﬂ_ﬂw:fﬁﬁiﬁ{fﬂw&!‘-."'-.3:'-’}‘-'?!!:"11".‘4: gy
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(O Customer Relations

Reading 1 (page 62)
STUDENT B

4 Read this case study about an
unfortunate incident in a travel agency
and answer the questions.

Who was involved?

Were the travel agency staff experienced?
What kind of mistake did the staff make?
How do you think the customer felt?
How would you describe the staff and
their behaviour?

T O N o on

Tell your partner what happened.

What lessons can be learnt from the
two situations?

EN I FIRST started in the travel
industry, | worked in a small
retail agency which was owned

by a very pleasant and knowledgeable man
who was liked and respected by all of his
customers. One day | was listening to him
dealing with some customers who wanted
flight seats to Malaga at very short notice,
and I learned a valuable lesson which has
held me in good stead m my dealing with
custorniers. The incident occurred i the
days before travel had become fully
computerised and so my boss found himself
telephoning a number of companies to

RICHARD WILLIAMS TALKS ABOUT SANDY LANE

Speaking 1 (page 65)
10 STUDENT B

Situation 1
and wants to speak to you.

You are a hotel receptionist. A customer has just come into the lobby

Situation 2 You are staying at a beach resort. The hotel room is fine, but outside at
certain times of day there is an unpleasant smell coming from the local municipal
rubbish dump down the road. You ask to speak to the manager.

Situation 3  You are a resort representative. Someone has asked to speak to you.

Situation 4 You bought a return airline ticket from a travel agency but the wrong

time was written on the return ticket and you missed your flight. You had to

purchase another ticket for a later flight (which, to make matters even worse, was
delayed), and as a result you missed a very important business meeting. You want to
know what the agency is going to do about it.

check availability for the customer, and this
was taking some time. While he was waiting
to get through to operators, he struck up a
conversation with the customers which
eventually led to their asking his opinion on
the merit of the huge choice of charter
airlines operating on that route, This
happened to be a pet subject of his, and he
went into graphic detail about the ments
and pitfalls of cach carrier. Finally, he said,
“The worst flight 1 ever had was with B...B
airlines. The staff were rude, the food was
awful and they even ran out of duty-frees.”
The customer thanked him for his advice

and then attenuon was switched back to the
call that was being answered by the tour
operator. Up to now, no availability had
been found, but on this occasion a flight
with suitable timings was available. The
customer was quite satisfied with the price
and decided to book straightaway, As my
boss and the tour operator began to process
the booking, the customer said “Oh, by the
way, which airline are we flying with?”

My boss asked the operator, looked very
sheepish, then looked up at the customer
and quiedly said, “Uhh ... it's B...B
Airlines.”

HIS HOTEL: It’s a very spedial place - Barbados as a destination is easy to
reach so people can decide on a whim to come here to relax. People have
so little leisure time now, it is important to have somewhere like Sandy
Lane which is easy to visit. We also have a huge advantage because of its
location on easily the best beach surrounded by elegant private homes in a
private cstate. The hiotel owns 400 acres but has only 120 rooms so it
never seems busy even when we are full, People also like the elegance of
the hotel, the Lnralatum which {hangeq colour from white to pink as the
sun sets, and the theatre of mahogany trees around.

STAFF: We have just under four staff, about 3.8 to every guest room,
which is a nice ratio because it allows us to be very attentive, Training is
very dear to my heart - about 25 per cent of our training huclget goes on

technical skills as the rest is on attitude and motivation. We send stafl

overseas to work in hotels such as the Savoy in London and their stafl come
here so they are always learning, But what impresses me the most is the
friendliness of the staff. Where else does a maid come in on her day off to
bring fruit Irom her garden tor a guest who does not feel well?

RATES: We think our rates are good value. In the summer the rates
are lower which we think is spectacular value because you get exactly the
same service and facilities as in the winter. We also consider families very
important and have just built a children’s village in the grounds and offer

- adjoining rooms for US$100, complete with soft drinks and cookies
- instead of a minibar. Our dominant market is still couples aged forty or
. over,

GUESTS: Our dress code sometimes causes pruhlrcms because we will

. refuse entry to dinner if someone is not smart enough. Sometimes
- celebrities will try to bend the rules which is a shame because other guests
don’t like it if exceptions are made.

FAVOURITE STAY AT A HOTEL: Galley Bay in Antigua. We go

.~ there quite a lot because I can reall y relax there after the formality of my
hotel. I can go to dinner in shorts and without shoes. The atmosphere is
. relaxed, but the service and the food are excellent. [ like not having any
air conditioning and being able to virtually roll out of bed into the sea. A
 lot of places you can unwind, but you don’t get the good service — here
. you get both,

DISLIKES: What | [}arti-;'ulat']}-' dislike are city hotels where the

. management and owners don't bring any sense of caring. They give you a
- bed in a box and sterile, unoriginal surroundings. You don’t have to spend
- a fortune on a room to find good places so it’s not just a question of price.

ONE WISH FOR THE INDUSTRY: That we could get over the

5 ]:Irubifc‘rm of buamnalit}: I wish I could somehow get across the message that
- the Caribbean is a beautiful place in the summer.

{trom Travel Trade Gazeti)




(D Hotel Facilities

Reading 1 (page 70)
2 STUDENT B

When you have finished reading the text on the opposite
page, ask Student A questions to find out about:

* the good features of Tommaso Zanzotto's hotels,
e the staff.

« the room-pricing policy.

» his favourite stay at a hotel.

* what he dislikes at a hotel.

» what he would like to see happen in the industry.

Answer your partner’'s questions about Richard Williams.

Speaking 2 (page 75)
| STUDENT 8

Student A will phone you to make a booking. Use the
information from the brochure to answer his/her queries.
Make notes.

You have no single room accommodation free as from 12 July

but you can be flexible on pricing.

Make sure when taking any booking that:

* you have the names of all the guests and their
requirements.

* you have a forwarding address and telephone number.

Maple Leaf Hotel

The Maple Leaf Hotel is conveniently located five minutes from
the L.B. Pearson International Airport and downtown Toronto.
The Maple Leaf overlooks an eighteen-hole golf course.,

Rates
Single $95-8125 (Canadian) Weekend $75-$95
Double $£115-$135 Suites From 8265

Check-in 3 p.mi.; check-out 12 noon.
Group discounts: see residential delegate rates below,

All major credit cards accepted

Room guarantee policy

First night's deposit is required to guarantee a room if
arrival after 6 p.m.

Cancellation must be made prior to 6 p.m. on arrival date to
receive a full refund.

Room facilities
Color TV, in-room movies, DD telephones, mini-bar,
soundproofing, hairdryer, all rooms en suite.

Business Center

The Maple Leaf has a fully-equipped business center with
six private meeting rooms and three offices, offering its
guests a comprehensive range of services. including 24-
hour facsimile and telex, photocopying, word processing,
e-mail, interpretation and translation.

Groupwork/Pairwork B Texts

@ Responsible Tourism

A3
B. Morgan
Local teacher

Views on proposed tourism development:

¢ would result in cars coming over Llanberis Pass at the rate
of one every four seconds on a summer holiday weekend

* would create havoc on the roads

¢ Welsh language and culture would be severely affected
by the number of holidaymakers from England — already
difficult to keep the ancient language and culture of Wales
alive

s this new housing estate will be used by people from the
North of England as second homes

¢ they will be a separate community giving nothing to the
area |

» the 600 houses will be empty for most of the year

Conventions and meetings

Meeting rooms Llhnil_re_ | Classroom | Conference  U-shape | Size sq.t) | Rate fll doy
Delaware . 100 55 40 40 | 1144 | $200
s | 45 | 25 | 20 | 20 | 572 | $180 |
Pine View 30 20 20 20 | 486 | $120

Lecterns, flip charts, slide projectors, OHPs, white boards and
stationery supplied at no extra charge. Audio-visual
assistance available.

Daily delegate rate

Includes morning tea and coffee, hot and cold buffet lunch,
afternoon tea, main meeting room hire, $32 per delegate.
24-hour residential delegate rate

Includes above, plus three-course table d'héte evening meal,
overnight accommodation, full American breakfast. $110 per
delegate single oceupancy and $90 per delegate double
occupancy.,

Clients must be able to guarantee at least fifteen delegates per
day to be able to benefit from the daily or residential delegate
rates.

Restaurant
A la carte three-course menu from approx. $35 per person.




® Things to Do

Speaking 2 (page 86)
11 STUDENT B

1 You are P. Frumkin, a modern historian from Boston
University. You are staying in London. You have hired a car
and come down to Portsmouth for the day together with
your nine-year-old daughter, Caroline,

As':-‘: madern historian you are particularly interested in
sailing and maritime history. Caroline doesn’t have a long
attention span and tends to get bored quite easily.

Ask the tourist information clerk if he/she can suggest what
you can do for the day.

2 Now change roles. Student A is a tourist and you are 2

r
II hi [}

flead the leaflets. Note the important points. A tourist has
just walked through the door. Answer his/her questions,

r'L 1, C £7 o
John Pa“l ‘]ones “0“ SC i SBve Srrawsery FEESTAURANT
Guided tours of the house and museum by atlendants ; Founded 1970, overlooking Portsmouth’s bistorical harbor,
s b ) serves a 6-course, gourmet dinner by reserved seating.
Built in the mid-18th century :
Home of Captain John Paul Jones for a time during the American | ""“:‘*'“"-‘-“““"‘-*‘T“‘“M- A O D SR I RO AT
War of Independence
Now the home of Fortsmouth . Great Bay National Estuarine Research Reserve
Historical Society %
Open: g * comprises 4,471 acres of tidal waters
Weekdays 10.00 a.m. - 4.00 p.m. i * 48 miles of inland Atlantic bays
Sunday 12,00 p.m. - 4.00 p.m. g Estuary habitat includes tidal creeks, woodlands and open fields

R L Lo T R S N gy e U TR T 1

st raasrir Experience the natural fauna and flora of the area.

RIS W P A LA (LN MM - N I L VTR R R T A

PORTSMOUTH HARBOR CRUISES

Discover the River Piscataqua’s heritage and the
adventure of sail aboard the Pisces:

A. Inland River Cruise

through a peaceful world of winding rivers and the expanse of
Great Bay.

A great cruise for naturalists.

In the fall, see an abundance of migratory bird life.

Whale Watch Expedition
Al trips guided by naturalists.
Data collected is sent to New England
marine research centers.
We have access to three whale zones.
Humpback, fin, right, minke, sei whales, as

B. Evening Cruise well as whitesided dolphins can be seen.
Enjoy a jaunt around the harbor for our version of Happy Hour.

Or relax with your favorite drink and take in sunset over the harbor.

C. Isles of Shoals

Visit nine windswept islands just six miles off-shore.

These istands have played a vital role in the legendary folklore of the
seacoast, with a history spanning nearly four centuries.

114
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THE OAR HOUSE

Traditional foods, uniquely prepared. Located on Portsmouth's historic waterfront.
A favorite among locals, and a find for visitors. This is a truly reloxing gourmet

T P T T e A B T T et Y MRS A TR

experience in an armmluhcrg reminiscent ;r.ff days gone by.




Groupwork/Pairwork B

(O Marketing the Past

Speaking 2 (page 93)

14 GROUP B
You work as tour guides for Summer Tours of Switzerland. You have been asked to plan a

two-hour walk round Rapperswil. Read your information. Plan your route. Prepare your talk.

Give your talk to someone in Group A.

. The Uebfrm@w:,ﬂ
(ceme chapel) ¥ 9. Bran haus am }'krlenbwg
; next to the chwch dqbe.s ) G u;ld L:‘H'\e OM Tower, Museum
2. 13" Centusy Castle . from 11+-89. AN o | History: the hondicmfts
Homme aAF Biishh National Museum ::r ng? geu:i .

$rom (§70 to (927. Since 197:.;' _
has been a permanen T

w:':.biblm dm&d & bedﬂd‘ " % >

catbrrbubau o Western Zug -

civiLisation on the top

of the castle . ‘

Rapfafsmlf coat ﬂfm
Consists c-F two roses.
From June bo October; a
botal of 6,000 rose pusher
Hloom-a rb$e. dush -f:':r

-chalc livng in Rappwsuu(.

{® Business Travel

Speaking 2 (page 99)

STUDENT B

You work in the venues department of The Manor Hotel. You
receive a telephone call from Albatross Engineering. Using
the information below, answer the enquiry. Find out what
equipment the client requires. All equipment is provided free
of charge if you have prior notice.

U-SHAPE CLASSROOM THEATRE
| - ———
% [
i i=N=3

The Bishap Fortescus Room
15.9x 8.5 m £150/day 52 people 64 people 150 people |
The B rittany Room .
6.4x7.3 m £75/ day .+ 30 32 50 J
The Gurney Room .
8.5x9.2 m £100/day | 42 42 75

Contains a model Showing
Rappersuil around 1200

& 6. Church of 5t Johann:

.~ om (253 . Burnt down in
1982 but recnsecrated m
1395 The Renarssance altars

and chuwrth Ereaswe are

. ];nrbfcularl!j nabamrthg-
-~ H;st-onc old Ra tull.
Town Centre dctbfsm $rom 1302

Cent . Sonct planunin
ula Eions enswre Eha

achb:,h old ‘Eouﬁi'md the /
{ € Charac
e
3 Rathaus (Tmﬁall):

Dates from 1419.

— Houses the town Ereasure. .

2 You work for Tangerine Computers of New York. You are

interested in holding a three-day business seminar in the UK
for local businesses on the benefits of your new software
packages. You will be sending a team of eight senior
employees who will require accommodation for four nights.
You expect there to be some thirty local people attending on

each of the three days. They will not require accommodation.

Ring The Manor Hotel and find out what they can offer.

will they provide OHPs, flip charts and so on? Do they have
a local area network you can demonstrate your software on?
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Tapescripts

@ Types of Holiday

Listening

6 Conversation 1

Travel consultant: Hello, can | help you?

Woman: Um ... well, yes perhaps. Last year we went

to Italy in December and stayed at a small, relatively

cheap hotel in Rome and it was very nice, and the

year before that we spent the New Year in the

Canary Islands, but this year — well, we're sort of

looking for scmethm@tﬂlﬁ exciting and

adventurous — something that'll give the kids @ trea A

for Christmas.

Travel consultant: Well, how about this, there's a

very reasonable and successful package put together
y ... (fade)

Conversation 2

Young man: Hello, we saw your notice in the

window and we'd likecto flnd out a bit ra-@ about

what it includes. AfBcFetel EN UL

Travel consultant: OK. What exactly is it you want

to know?

Young woman: Er ... well, we're getting married in

three months' time and we've decided we want to

go somewhere exotic - you know, the holiday of a

lifetimeé sort of thing, not just Benidorm or the

Algarve.

Travel consultant: Oh well, | think it's deflnltefy Bali

for you. There's a special offer at the moment with

three extra nights free on the island of Lombok ...

um ... which is about twenty minutes’ flight off the

coast of Bali itself.,

Young man: Lombok. I've never heard of that.

Travel consultant: Well, that's-ene good reason for

going there. It's completel{ unspoilt.

Young man: And how much™does it cost?

Travel consultant: Well, it's very’ competitive. Would

you like a brochure? .

Conversation 3

Travel consultant: OK sir, I've booked you into a
three-star hotel and I'll make out the flight ticket
now. So that's Alitalia flight number AZ1621 and
then there’s a train connection to Florence. Right.
And how are you paying?

Man: American Express.

Travel consultant: Fine. Can | have your card? Thank
you.

Man: Oh by the way, 1'd like to hire a car and make
my own way on to Perugia. Is that possible for you
to do from here?

Travel consultant: No problem, sir. What kind of car
do you require?

Man: Oh, the most economical.

Conversation 4

Woman: And so could you tell me what the price
includes?

Travel consultant: Well, the price is inclusive of air
travel, ten nights on the MV Kirov, full board and all
the excursions except the one on Day 2 which is
optional.

Weman: What's that exactly?

Travel consultant: Um ... | think that's a guided tour
round St Petersburg, just let me check in the
brochure. Yes, that's right.

Woman: Actually, on second thoughts, | think it's a bit
expensive.

Travel consultant: Well possibly, but on the other
hand it is excellent value for money, (pause) No?
Well, what about going ... (fade)

@ A Career in Tourism

Listening

3 1 [I've been working in the local office of a
major travel agency gmup in the United States for
the last three years. | . . I 'have to try to find

; cnrporate clients who wnl reguiarly use us when their

F'f'l

.'-"_'_5, i ,l-r\-

Z

EEG“”,‘”FIHE to come for a meeting or a conference
or a negotiation — something like that. It's a pretty
competitive market because when 2 company is
going through a bad. pafch then fravel is often one
of the first thmgs that gets cut. So we try to include
a number Df mc&g es, but of course that cuts our
own prdﬁt margins.. iffc." 'nfi':{-_'.lj:il Nl
2 I'm on a programme Where every month or so |
change departments, so | started off in the
restaurant and then spent some time in the kitchen
and went into the reception and at the moment I'm
working in one of the offices and learning
accountancy and financial management, and then ...
r ... at the end of that | hope I'll get a job in a
position of responsibility either generally or in a
particular department.
3 | basically have to be friendly to passengers,
make sure everyone is in the right seat, then show
them the safety procedures and serve drinks and a
snack. It's not easy to combine this job with a social
life because I'm frequently away from home. This
week we're stopping over in Dubai so we won't be
back for another couple of days. But | enjoy the
contact with people and we're part of a good team.
4 | have a checklist of points which | go over
beforehand to make sure that everything is ready. |
check that the equipment is in the right place and in
working order, that all the catering has been looked
after, the hotel reservations have been made and

things like that. Then when people arrive | welcome

\x.

them and give them their badges and information
Ls Next week we're having a big do with about
GDD participants so ... (fade)
5 | have to deal with the public and take their
bookings for flights, hotels, tours, car hire and that
sort of thing. It's quite hard work and the basic
salary isn't brilliant, but | get a performance-related
bonus and commission so f don’t do too badfy. I'm
doing a training course at the moment because I'd
like to specialise in incentive travel. In fact | have an
interview next week.
6 What | have to do is to plan ahead so that in two
or three years' time we have another destination or
resort to offer in the catalogue. This means that |
have to visit and travel around the region, contract
with hoteliers and service providers and so on.

ﬁbwousiy. | have to deal with a Iot of T money
ﬂ*““

atters and negotiate terms and é]ﬂd?tf{)ﬂﬁ At the
moment we're thinking of opening up a resort in

Albania. L e sn ﬁ |
Speechwork: Word stress

reliable sociable

available suitable

€ Trends in Tourism

Listening 1

3 Interviewer: Dr Alberto Garcia works for the
World Tourism Organisation in Madrid and has
come into the studio to talk to us about
developments in the modern tourist industry. Dr
Garcia, how can we actually determine what a
tourist is?

TRRNITHA

Dr Garcia: Good question. We have now, in fact,
adopted a kind of common language - a set of
definitions if you like — so that when various
countries collect statistics on tourism they are all
;irpeasmi'ng the same thing. And so the WTO now
classifies all travellers under various headings. The
most important of these for statistical purposes is
that of visitors. But obviously, for touﬁ.sm pu r;:mses
we don't count people such as tempnrary
immigrants, border workers, nomads and other
groups like diplomats, members of the armed forces
and people like that. And then visitors are broken
down into two separate groups: tourists who are
overnight visitors — that is, people who stay for at
least one night in some form of accommodation in
the country they're visiting and same-day visitors
who do not stay the night. For example passengers
on a cruise stopping over in a port or people simply
on a day trip.

Interviewer: How long can tourists stay in a country
without ceasing to be a tourist and becoming a
resident?

Dr Garcia: Not more than a year. And the reason for
the visit must be different from the kind of activity
he or she is usually employed in. So the purpose of
the visit has to be for leisure and recreation, for
business and professional reasons, VFR ..
Interviewer: VFR?

Dr Garcia: Yes, that is: visiting friends and relatives.
Or perhaps people are travelling for health reasons
to a spa-or somewhere like that or going on a

xpjjg_ﬁmggg}o places like Mecca, or Lourdes in the

south of France.

Interviewer: OK, so we know what tourists and
visitors are, but we still haven't actually defined the
word tourism!

Dr Garcia: Well, | can give you the official definition
— it's the activities of persons travelling to, and
staying in, places outside their normal environment
for not more than one consecutive year for purposes
such as leisure or business. And this definition can
be further subdivided 5o that we can distinguish
between the types of tourism. There's domestic
tourism, that's where the residents of a country
travel within their national borders. And then there is
inbound tourism, that's when people who live in
another country come to visit the country where you
live. And finally outbound tourism which involves the
residents of a particular country going abroad for
one of the reasons which | mentioned earlier.
Interviewer: Right, so we have domestic, inbound
and outbound. And | suppose you can also ... (fade)

Listening 2
Summer holiday by Cliff Richard

“We're all going on a summer holiday
11" No more working for a week or two

Fun and laughter on our summer holiday
No more worries for me or you

For a week or two.

We're going where the sun shines brightly
We're going where the sea is blue
We've seen it in the movies

Now let’s see if it's true.

Everybody has a summer holiday

Doing things they always wanted to

So we're going on a summer holiday

To make our dreams come true

For me and you.




o

Listening 3

15 Interviewer: Can you tell me something about
when and how tourism actually began in Singapore?
Christopher Keoh: Tourism in the strictest sense
began a long time ago when peopie from the east

de fheh:,fesiwerﬁ gaareh‘mg and tf‘admg Smgapore
began its Exlsfgnce owes its existence actually, to
tradmg It started off as a trading port, a harbour for
pirates actually, but more significantly when trading
developed between the east and the west, from
China, from India into Europe or intra-Asian travel,
then most of it went through Singapore. So
Singapore started as a trading nation between the
Spice Islands and Europe. Now that naturally gave
birth to what we would call the tourism industry,
with inns, hostel keepers, restaurants — well that's
how | think tourism started. A lot of travel between
the UK and Australia would stop in Singapore back
in the days of steamers and the romantic days of
travel. Of course now, very few people — about
3,500 out of a total of about 225,000 — come by
sea. The vast majority fly directly into Changi airport.
Right now tourism in Singapore has become a major
industry attracting people from all over the world
into South-East A53 through Singapore and also
features very gfqyﬂmenﬂy on the UK-Australia
routes.

Interviewer: If we look at the kind of modern
tourism of the last twenty to thirty years what

! patterns do you think have emerged?? e U
“Christopher Keoh: If we were to take 1965'515 the
benchmark, because 1965 was the year Singapore
gained its independence, arrwgis into Slngapore then
numbered 90,000 a year and the b“”‘ﬁj,tt‘?}}ﬁ”ﬁq
actually came, like we said, from the steamers and -
ships cc}mmﬂﬁ E:'ﬂ?‘!&h the port of Slngapore So,
from very begmnmgﬁ since 1965 tourism has
taken off in & very big way and, if we take 1993 for
example, we welcomed 6.4 million arrivals from all
over the world,
Interviewer: These 6.4 million, about how long dld
they stay? 4 -‘? e
Christopher Keoh: The average IEHgth of stay is $3.8
days in Singapore and we from the Singapore Tourist
Authority, believe that there is more to see and do in
Singapore and should justify it being a business
destination.
Interviewer: How are these visitors broken down?
Christopher Keoh: If we were to talk about the
breakdown of arrivals on a worldwide basis we are
talking about 15 per cent of our arrivals coming in
on business. Holidaymakers account for well over 60
per cent, the rest of them would be visiting friends
and relatives, in transit, on their way to other spots
in South-East Asia, or else going for an educational
purpose. But the two main blocks would be holidays
60 per cent and business a little in excess of 15 per
cent.
Interviewer: And those hoiidaymakers —)Nhat do
they do in Singapore? What do you encourage them
to do, to see? sl
Christopher Keoh: Well, we believe that Singapore is
an excellent introduction to Asia, speaking from a
European or non- ﬁs;an point of view. We see
Singapore as the spnngboard to the rest of South-
East Asia, where they should come into Singapore
first to beacclimatised to get used to the culture, to
explore a little bit of what the rest of Asia holds in
store for them. L

.-"‘
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f_’g_rgﬂated food. In LA you can spend hours trying to 7+ “+apeak to Mrs Sharp, please, on gxtension 4527

7 find cheese or an apple that hasn't been sprayed

O Where People Go

Listening 1 %

4 Interviewer: Penny Goodman and her husband,
Charles, with their son Harry, an advertising
salesman in Los Angeles, and his wife Olivia, who is
from Maryland, are on the last day of the Tornado
Tour. They have visited seven countries in twelve
days, a total distance of 2,750 miles. This is their first
trip to Europe. | asked them what their impressions
were,
Interviewer: Can | ask a few quesnans?
Penny: No problem. . 901 '
Interviewer: Have you.han
Europe in twelve days?
Olivia: Of course not. Seven countries — 2,750 miles.
That's why our tour's called tl do Tour! i
(nterviewer: sn‘t it everanno ing when you can't
get off the bus because you absolutely have to see
Rome in two hours? Z¥no n’
Penny: Well, | would've kind of liked to stay longer
at a couple of places. But it was the first time I've
been to Europe and so this was the right trip f for me
to get an impression of Europe, just to vhet my
appetite. 2 e
Interviewer: Where would you like to go ba-::k to if
you had the chance to spend just another five
minutes in Europe?
Harry: Paris, the Trocadero by night.
Olivia: Florence. To see Michelangelo's David again.
Charles: Those castles. All those wonderful castles on
the river. Where was that now ... ?
Penny: Germany - between Heidelberg and Bonn.
Interviewer: How was the food?
Harry: Swiss chocolate. Fantastic!*t always get an
allergy from American chocolate. But in Switzerland |
could eat white chocolate for the first time in my life.
Nestlé's Galak. That's one name I'll never forget.
Penny: And you could eat cheese.
Harry: That's right. | have this allergy to chemically-

i'r!

go% to know the real

ruf

with something or other. It's great just to be able to

':.E_L_f o l-'"' e

go into a shop and not spend hours researchﬁ‘r
what is in the apple. —
Penny: And the herbs ... Have you ever had a pizza
with fresh herbs? The difference is like night and day.
Interviewer: Did you‘%ig. aﬁythmg?

Penny: Sure did, ice cubes. | can't understand how
you can serve a cola in the summer without ice
cubes. Two minutes in the sun and the stuff is
cooking.

Interviewer: Did you go to a McDonald's here?

Olivia: Once, in London. But we have McDonald's in
the US too. We came to learn about European
culture.

Interviewer: Did you plck up any SDU‘#:EHIIF??

Ofivia: | picked up twqp,uﬁﬁ_un Rome.

Harry: For a mere 600 dollars!

Charles: Come on, we've all spent a fortune.,
Interviewer: On what? e
Penny: Oh, crystal in Venice, 4 cuckoo)clock in
Geneva, leather bags in Florence. Did | forget
anything?

Charles: Silver spoons frt:-n;? mqu; evegwherej
Penny: Well, my Mom will EErecratE tﬁérﬂ 5
Anyway, | think it's good to go shoppmg even if you
don't buy anything. It's good to know what

everyone else has got. Just to compare.

Tapescripts

Interviewer: Has twelve days really been enough to
see Europe?

Penny: My son and Olivia - like most Americans —
only had two weeks' vacation so there was no

choice.

Speechwork 1: The schwa sound

6 again  another  monitor certificate
internal culture manager salesman

Switzerland Piccadilly Circus
Listening 2
12 a Of the six and a half million visitors last
year, about two thirds stayed in hotels.
b We're working on a thirteen point five
commission basis at the moment.
¢ The revenue forecast for July at the full rate
is £145,205.,
d *“Could you please quote your booking
number?”

“Yes, it's AS stroke oh two one nine seven
eight."”
e Your flight number fram Hong Kong to
Guilin is CZ three zero three two.
f  The rate of inflation has gone up by over 2
per cent, that is from 6 to 8.15 per cent.
g There'll be seventeen extra guests arriving
on 30th July.

@ Travel Agents
Listening 1
7 Call1
Agent 1: Yeah, what is it you want?
Caller 1: I'd like to speak to Monsieur Dupres,
please.
Agent 1: Who did you say?
Caller 1: Monsieur Dupreés in financing?
Agent 1: He doesn't work here any more.
Call 2
invicta Press: Hello, Invicta Press, can | help you?
Agent 2: Good morning, this is Sunrise Tours. Can |

Invicta Press: Hold the line, I'm putting you ‘thrc:ugh
Mrs Sharp: Hello, Mrs Sharp speak_ng

Call 3

Caller 2: Hello, can you tell me what currency I'll
need to go to the Ukraine?

Agent 3: Yeah, hold the line please and I'll find out
for you,

Caller 2: Yes ...
b roun
LAgent 3: Hello, are you still there?

Caller 2: Yes.

Agent 3: It's the karbovanets.

Caller 2;: The what?

Agent 3: The karbovanets.

Caller 2: Never heard of it!

Agent 3: Me neither! (more background noise)
Caller 2; Well ... er ... thank you.

Agent 3: Jane! Stop it! Thank you. (hangs up)

Call 4 g
Tour operator: Hello, reservations.

Agent 4: Could you check me something on an
invoice please?

Tour operator: An invoice. I'll put you through to the
accounts department.

Agent 4: Well, er ... noit's ...
Accounts: Hello, Accounts.
Agent 4: Sorry, but | didn't want Accounts, could
you transfer me back to Reservations please?

(noise of conversation in

(pause)
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Accounts: To Reservations? No, | can't. All their lines

are gg,aged. You'd better call back later.
Call

Agent 5: Funtours, can | help you?
Caller 37 Could | speak to Mr Poynter, please?
Agent 5: No, I'm sorry, he's in a meeting at the
moment.
Caller 3: Sorry, | didn't quite catch that?
Agent 5: | said he's in a meeting.
Caller 3: Oh ... um ... OK, um ... thank you.
Call 6
Customer: Can you tell me how much that'll be?
Agent 6: Yes, that's £375 plus a £5.50 sea-view
supplement and that's per person per night, so that
“comes to £452 and another twice £38 flight
supplement charge.
“Customer: Oh,

Speechwork: Intonation in tag questions

11 a: You went for two weeks last year, didn't you?
b: The 10.35 flight is fully booked, isn't it?

c: You're returning alone, aren't you?

d: Your husband isn't going with you, is he?

e: There is a guided tour, isn't there?

Practice 2

A: Good morning. Would you like some help or are
you just looking?

B: Good morning. Well, | was considering taking a
short skiing trip. You don't happen to have any
bargain packages, do you?
A AR Well. As it so happens, yes. But could you first
give me some idea of where and when you'd like to
go?

B: Anytime between now and mid-March really but
the sooner the better.

A: Would you prefer to ski in Europe or America?

B: | was thinking of Switzerland or Austria but it's
more a question of cost and good skiing. Could you
suggest where we can find good intermediate to
advanced ski runs?

A: Mm, well ... we have a seven-night self-catering
deal to Verbier in Switzerland and that's £259 and
one to Alpach in Austria for £169. Both ieave this
Saturday. That's not too short notice, is it?

B: No, that's fine. Um, my partner prefers
Switzerland so | guess I'll take that one. Er, could you
tell me which airport the flight leaves from?

A: Yes, Gatwick.

B: And the plane comes back to Gatwick, does it?

A: That's right,

B: Fine.

A: Right, well, let me take a few particulars. Could
you tell me what your name is?

B: Yes, Bogdan Kominowski.

A: Um ... yes ... er, would you mind spelling that for
me?

Listening 2

15 Travel agent: Good morning, Intourist, can | help
you?

Mr Maughan: Hello, er yes, can | speak to Natasha,
please?

Travel agent: Er, yes, who's calling?

Mr Maughan: | spoke to her last week about a
holiday in the Ukraine and I'd like to make a
booking.

Travel agent: OK, could you hold on please? [l put
you through to her desk.

Mr Maughan: Thank you ...

Natasha: Hello.

Mr Maughan: Is that Natasha?

Natasha: Speaking.

Mr Maughan: Um, | visited your agency last week
and we talked about the tours you organise in the
Ukraine. You said | should get in touch with you if I'd
made up my mind.

Natasha: Oh yes, | remember. Have you decided
where you'd like to go?

Mr Maughan: Yes, I'd like to make a booking if that's
OK.

Natasha: Fine. I'll just get a booking form. Hold the
line ... Right. Could you tell me which tour you've
decided on?

Mr Maughan: The one - sorry, | haven't got the
reference with me - the ten-day one to Moscow via
Odessa. We fly from Gatwick.

Natasha: OK, I'll look up the reference number later.
Can you tell me what date you want to leave on?

Mr Maughan: The thirteenth of July.

Natasha: Fine. So would you mind giving me your
name, please?

Mr Maughan: It's for me and my wife — Mr and Mrs
Maughan.

Natasha: How is that spelt?

Mr Maughan: M - A -U -G -H -A -N.

Natasha: And please could | have your first names?
Mr Maughan: Linda and Kevin.

Natasha: Is that Linda with anioray?

Mr Maughan: Anj It'sL-1-N-D-A

Natasha: Thank you, and I'll need your home
address.

Mr Maughan: Certainly. That's 41, Swynford Hill,
Temple Fortune, London NW11 7PN.

Natasha: 41, I'm sorry, could you please spelf
Swynford for me?

Mr Maughan: Of course, S-W-Y-N-F-O-R-D. Then
Hill, Temple Fortune. London NW11 7PN.

Natasha: And the telephone number?

Mr Maughan: 0181 392 4535,

Natasha: And do you have a number at work?

Mr Maughan: Yes, 0171 274 0083, extension 32.
Natasha: Thanks. And are you both British?

Mr Maughan: | am, my wife has an lrish passport.
Natasha: Right, now do you mind if | just check the
details? It's Mr Kevin Maughan spelt M-A-U-G-H-A-N
and Mrs Linda Maughan of 41 Swynford Hill,
Temple Fortune, London NW11 7BN.

Mr Maughan: Sorry, could you repeat that?
Natasha: Mr Kevin M ...

Mr Maughan: No, the last bit of the postcode. Did
you say P or B?

Natasha: B. B for Bravo

Mr Maughan: No, it's P for ... for er ... Peter.
Natasha: Sorry, thanks. So it's London NW11 7PN.
Telephone number 0181 392 4535 and at work
0171 274 0083, extension 32. Departure date 13th
July. Now, there's the insurance which is ... er ... is
compulsory on this kind of tour. Would you like to
make your own arrangements or would you rather
take out the standard insurance policy?

Mr Maughan: Oh ... | guess the standard one. It
saves a lot of trouble.

Natasha: Yes. OK well the insurance premium is —
wait a minute I'll look in the brochure ... um (reads
to herself). It's for ten days, isn't it? “Up to eight
days, £19. Nine to twelve days £22 per person”.
Right, so that's £22 per person. And ... um .., you'll
heed a visa as well.

Mr Maughan: OK, um ... do you know how much
that costs?

Natasha: Yes, that will be an additional £17 per
person. Shall | look after that or would you prefer to
get it yourself?

Mr Maughan: No, no, you do it! | haven't got time!
Natasha: Right, so I'll need you to fill in an
application form and I'll also need three passport size
photos and a copy of the inside cover of your
passport, so if you bring those in the next time you
drop in I'll send everything off with the confirmation.
Mr Maughan: OK,

Natasha: And I'll also need your deposit which is
£100 a head.

Mr Maughan: Right, well I'll drop by at the
beginning of next week and make you out a cheque
then.

Natasha: Good, thank you for calling. Goodbye,

O Tour Operators

Listening

5 Maria: OK, let's get down to business, shall we?
You know the situation, don't you? We've been
approached by Sky Air who have some spare
capacity on their transatlantic 767s and they've
asked us if we're interested in chartering aircraft to
Cuba. So I've been out to look at some sites and I've
negotiated rates and come to an agreement with
some hoteliers and | think we have a good price
because obviously everyone in Cuba desperately
needs foreign currency at the moment. Now David,
what about you, what's the position exactly with Sky
Air now?

David: Well, they've given us their seat rates and
we've negotiated a discount by taking a time slot
they wouldn't've been able to fill. So we've got 270
seats at approximately £250 each for twenty-five
weeks in rotation. And I'm told by the marketing
people that we'll probably be working on load
factors of about 80 per cent — so we should be doing
OK.

Maria: Right, that's good news. Shirley, how much
do you think we'll be able to charge for the whole
thing?

Shirley: Well, taking into account overheads like
travel agents’ commission ... um ... transport
charges for local tours and other things like ... um ...
the salaries of local reps and so on, | think £550 for
two weeks is about right.

Maria: OK, and after taking into account
commission, transport and salaries, what profit
margin does that leave us?

Shirley: Eight per cent. It's low | know, but even just
£5 or £10 will persuade people to go elsewhere. But
| do think we'll be able to sell more local tours. I'm
told that there's likely to be a 15 per cent take-up on
the tour to Havana, which is very encouraging. Also
['ve made a comparison with our competitors in the
Dominican Republic and we're about 10 per cent
cheaper than they are.

Maria: Good. And what about the brochure?
Richard?

Richard: Well, we've started to write the copy and
I've had a lot of photos taken of the resort and |
must say it looks pretty good. If you can give me
your final prices | can update the figures.

Maria: What kind of time scale are we working in?
Richard: Well, we're having this brochure printed by
a different firm and we have to meet a deadline for
1st September so, if all goes according to plan, the
brochure should be published in October.




@ Promoting a Destination
Listening 1
4 Interviewer: So what kind of people come to
Barbados?
Ann Trevor: It's a great spread — it runs from the
very upmarket - people who will spend £5,000 for a
week, fly here by Concorde and, you know, stay in
Sandy Lane which is probably one of the best hotels
on the island - it's on the west coast which is the
most prestigious — all the way through to the budget
end of the market; now you can get some pretty
good deals — a lot of the hotels on the south coast
do special packages, so we really target the whole
range, but in terms of what this office does, this
office will really try to pinpoint the upper end
because Barbados is an aspirational island, if we
advertise or target in our PR the top end it'll bring
the rest with them ...
Interviewer: Yes.
Ann Trevor: ... and that's our strategy.
Interviewer: Could you explain what you do at
International Trade Fairs — because you have a stand
at most of them?
Ann Trevor: We go to a majority of the big ones -
World Travel Market in the UK, the big one in
Germany that's just happened, the ... um ... the ITB,
we go to that one. It's really to establish — our main
objective is to establish and keep our name in front
of the trade — and these shows are very trade-
offentated — and at these exhibitions you can't do
toa much else, there's no point in setting up a series
of meetings because everybody gets delayed,
everybody gets very busy so it really is a PR exercise
to let people know that Barbados is still there, still on
the map, and it's still an island they can send their
clients to. And obviously we give out information
and we have ground tour operators and hoteliers
with us. If any of the trade wants to ask a specific
question about a hotel, who better to have it from
than the mouth of the actual owner, so they will
come over as well and help us to generally spread
the gospel.
Interviewer: What's your relationship with your tour
operators?
Ann Trevor: Our four operators are pretty aggressive
and they're also pretty specialised, either in the
Caribbean or long-haul. There are certain tour
operators who deal with honeymoons, certain tour
operators who deal with just the very, very exclusive
upmarket areas — so we can target them pretty
closely to promotions. So if we are doing a
promotion there's only probably two or three that
we can talk to and they know now that if we
approach them it'll be pretty worthwhile, but if it's
not worthwhile we wouldn't do it anyway.
Interviewer: How would you go about setting up a
new area or destination?
Ann Trevor: Well ... | can use Almond Beach Village
as an example of that. They've just launched a new
hotel and had a press launch and some of our staff
took part, and they'll be making a number of
marketing efforts and sales calls to help them on, but
they're actually putting their own people on the
road, Anywhere we go obviously we'll promote it
and our sales team is out three times a week actually
selling Barbados - if there's something specific that
needs pushing then we will push.

Listening 2

8 Helen Lee: Good morning everyone. My name’s
Helen Lee and I'm going to describe the itinerary to
you and tell you a little bit about what you'll be
seeing. It's a fifteen-day tour which covers the main
tourist spots and also goes down to Hong Kong as
well, so it gives you a good introduction to China if
you've never been there before.

Easter's quite a good time to go; the weather's
getting a bit warmer then in the north of China. It'll
be quite pleasant in the south ... but really the best
times to go are May to June and then in the autumn,
but obviously they're the times when there are going
to be more people around. But we start our tours
going just before Easter.

You'll be flying London to Beijing to start with
and staying for three nights and doing the most
famous places like the Forbidden City where the
Emperors used to live, the Summer Palace up in the
west of the city, the Temple of Heaven, and just time
to stroll around, have a look at the streets, go
shopping, and so on.

You'll have the experience of two guides with
you, a national guide who'll stay with you all the
way through the tour and a local Chinese guide -
both trained, English-speaking guides so you'll have
the benefit of their knowledge.

And then from Beijing we go by coach to a
smaller city in the north called Chengde which is - or
rather was — the summer resort of the Emperors and
there's a pretty park there and we visit three
temples. One of them is very reminiscent of the
Potola Palace in Lhasa. And on the way there we
stop at a certain part of the Wall called Jinshanling
and have a picnic on the Wall - it's slightly quieter
than the other places on the Wall which tend to be
packed with tourists, so this is nicer.

And then from Chengde we go back to Beijing
and then connect with a flight to Xian which is the
beginning of the Silk Road and famous for the
Terracotta Warriors that everybody’s heard about,
and we lunch at the Warriors and go on to the
Banpo Neolithic Village, the Huaquing Hot Springs
and other sightseeing spots.

Then we go down to Shanghai for one night,
and a couple of hours on a train to Suzhou which is
known as the Venice of the East because it's a canal
city and it's where a third of the silk is actually
produced in China, so it's quite an interesting place.
And it's famous for its gardens so we go there too to
see the gardens. And there'll be a visit to a silk
factory as well.

And then go back to Shanghai, another night
there, and the following day go down to Guilin
which is a very well-known city — more in the
countryside than other places you'll be visiting ... for
its river, the Lijang River, and its magnificent
limestone formations along the river bank. So there'll
be a river trip all the way down to the small town of
Yangshuo where there's an interesting market which
sells wild animals, flowers and plants and herbal
medicines, and then back up to Guilin afterwards.
There's also an optional excursion you can take in
the evening to see cormorant fishermen at work -
they have rafts and they have their own private
cormorant and the birds dive down and bring the
fish up to the surface and it's quite fascinating to see

that.
OK, are there any questions so far?

Travel agent: Yes, when do we get to go to Hong

Tapescripis

Kong?

Helen Lee: Well, we're flying there the following day
— it only takes an hour. Your guide will actually leave
you in Guilin, and in Hong Kong you're basically left
to do your own thing — there's no sightseeing
included. You'll be staying at the Metropole Hotel
which belongs to our group and you can book onto
tours there. And then the final day, we fly back
Cathay Pacific. So, by the end of the tour, hopefully
you'll have learnt a lot about China.

@) Responsible Tourism

Listening

6 Interviewer: | know you're very concerned about
environmental issues at Overland Encounter, but, in
practical terms, what can a tour operator do to make
sure that tourists don't destroy the beauty of the
thing they came to see?

Michael Leech: Well, | think you have to get
involved in what we call “low impact tourism"”. You
can't deprive people of their interest in wanting to
travel. But what you can do is to set up patterns of
behaviour which will introduce them to a country in
a responsible way. That means, for example, making
sure that, on an adventure holiday, no detergents
are used in springs or streams and that no rubbish is
left behind after camps. It means, if you're visiting a
protected area like the Antarctic, that people must
respect the rules and not damage fragile plants or go
too near the penguins. It means providing travellers
with a pack with instructions on how to behave and
what to do to best preserve the cultures and places
visited.

Interviewer: Do you think that many people will in
fact not listen and will just ignore whatever
guidelines you give them?

Michael Leech: Perhaps, but the key factor in
minimising damage through tourism is to keep
groups to a manageable size and then you can
control how they behave. Thirty on a safari is an
absolute maximum.

Interviewer: Are operators now putting things back
into the environment instead of just taking from it?
Michael Leech: Very much so. There are schemes to
protect wildlife habitats in Kenya and Tanzania, to
save the rhino, veterinary programmes and so on.
People now go on holiday to restore ancient
monuments or clean up beaches. Things have
changed and the model of Mediterranean tourism of
high-rise concrete, sun, sea, sand and sex is not the
one most people now want. And another thing, in
some places the environment is tourism and national
parks have been created by it. Without tourism, the
animals would have gone. | think the environment is
strengthened by sensitive tourism — look at the
preservation of the gorillas, for example. And you
never know, tourism might save the tropical
rainforest in a place like Madagascar. | think most
countries go through several phases in their tourism
development and hopefully, in the best scenario, the
local people not only share the income and foreign
exchange generated by tourism but also use the
amenities.

© Transport
Listening 1
2 Travel consultant: Good morning. Can | help
you? (Susan: Yes, | ...) Oh sorry, | didn't recognise
you. You came in the other day about a trip to the
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States, didn't you?

Susan: That's right and ... er ... if it's OK by you I'd
like to sort out the final itinerary. |I've rung up some
of my friends and relatives over there and so I've
pretty well worked out what I'll be able to do while
I'm there.

Travel consultant: Good. Do you still plan to start off
in New York and come back via San Francisco?
Susan: Er ... yes, Last time you mentioned
something about an open-jaw ticket. Could you tell
me what ...?

Travel consultant: Oh, an open-jaw ... yeah, you'll
fly out from Heathrow to Newark International and
come back to Landon from San Francisco. That
means you pay half the return fares on both routes
added together.

Susan: And do | get my student discounts on those
flights?

Travel consultant: Yes, no problem.

Susan: OK. So I'll set off on 1st September and fly to
Newark, and return on the 21st from San Francisco.
Travel consultant: Fine. Do you need
accommodation in New York?

Susan: No, thanks. My uncle will be picking me up
from the airport and putting me up for a few days in
Manhattan. | was thinking of visiting Ellis fsiand and
of course the Empire State Building and ... | guess
it's pretty easy to travel around New York.

Travel consultant: Well, there are guided tours of
the city but you can get around quite easily on the
subway, and if you want to look around Ellis Island
and Liberty Island there are regular ferries. You don't
need to take the guided tours if you want to go
around on your own.

Susan: Right. And ... um ... about my trip to
Niagara. I've looked at what's available and I've
decided to take the Grayline one-day tour.

Travel consultant: Um ... yes, it's a bit pricey you
know, Are you sure your budget will run to that?
Susan: Um ... well | know it's expensive but, well,
've been saving up for this and | really don't want to
miss out on seeing the Niagara Falls.

Travel consultant: OK, fine. Well that's $290 and for
that you have to pay in advance. Er ... they pick you
up at the Sheraton and you go by coach to Newark
International Airport, fly to Buffalo and then on to
the Niagara Falls by coach. There’'s a guided boat
tour and then you drive over to the Canadian side,
then back to Buffalo and the plane to New York, to
arrive back at about 6.30 p.m.

Susan: Right, and the next day | was planning to go
to Washington.

Travel consultant: By Greyhound bus or by rail?
Susan: Well, | was told that the bus can be
dangerous for young women travelling alone so |
thought ... well ... could you get me an Amtrak
fifteen-day travel pass?

Travel consultant: Sure. But | need to know your
times and routes before | can book everything.
Susan: Right, so on the 5th I'll take the day trip to
Niagara and on the 6th I'll take the train to
Washington ... spend some time there before going
on to Las Vegas. And then on the ...

Travel consultant: Hang on a minute. Here we are,
New York to Washington on the Capitol Ltd.

Susan: Sorry?

Travel consultant: The Capitol Ltd. All Amtrak trains
have names. So that leaves at 07.23 and arrives at
11.05 on 6th September.

Susan: Fine.

Travel consultant: And then your best route would
be to take the Capitol Ltd. on to Chicago and then
get on the Desert Wind for Las Vegas. The only
problem is that you'll have to hang around in
Chicago for a few hours.

Susan: Well, that doesn’t matter.

Travel consultant: So if you took the 16.40 from
Washington on the 7th you'd arrive in Chicago at
09.10 on the morning of the 8th and have until
15.05 to have a look around Chicago.

Susan: OK.

Travel consultant: So I'll book you on the Desert
Wind to Las Vegas via Denver and Salt Lake City,
arriving in Las Vegas at 07.45 on the morning of the
10th.

Susan: Then | want to leave Las Vegas on the 12th
for Los Angeles. I'll want to spend a few days there.
Travel consultant: OK, so that's the Desert Wind
again for Los Angeles.

Susan: And then I'll need to reserve a seat from LA
to San Francisco on the 17th.

Travel consultant: Will you be wanting
accommodation in Las Vegas or Los Angeles?
Susan: No, | really need to cut down on costs so I'm
hoping to be able to ook up some old friends and
ask them if they can put me up.

Travel consultant: OK. So we'll book those trains for
you, the excursion to Niagara and of course the
international flights. I'll draw up the itinerary for you,
make a note of the check-in times for the flights and
so on and make out the tickets for you.

Susan: Great. And just one more thing. While I'm in
Los Angeles | want to be able to see Disneyland,
Hollywood, and so on and so I'd like to hire a car
while I'm there. Can | do this through you?

Travel consultant: Yes, I've got a brochure here in
fact. You have a choice of ... (fade)

Listening 2

6 a The next stop will be Terminal Two.

b Would all foot passengers please proceed to the
disembarkation point on B deck.

¢ Mind the doors!

d Would Mr Vince Chung, a passenger on British
Airways flight BA 755 to Hong Kong, please go to
the Flight Information Desk?

e The train arriving on platform four is the 10.13
for London Victoria, stopping at Rochester, Chatham
and Bromley South.

f UK 700 to Edinburgh. Passengers are advised
pre-flight checks are being carried out. Departure
will be delayed for approximately half an hour.

g In the unlikely event of an emergency, all
passengers should proceed to the nearest muster
station where a member of crew will issue everyone
with a lifejacket.

h Good morning, passengers. Captain Nolan and
his crew would like to welcome you on board this
airbus number 820 to Hamburg.

i Would Miss Andreas please report to the Purser's
Office next to the duty free?

j Good morning, ladies and gentlemen. The maitre
d’hotel will be coming to your compartment in a few
minutes’ time to take orders for brunch,

k We regret to announce that there is an industrial
dispute on the Italian railways, therefore the transfer
between Innsbruck and Venice will be by coach.

|  We'll be flying over the Atlantic at thirty-five
thousand feet.

m Ladies and gentlemen, as we drive round the

corner, here in the main square, if you look to your |
right you can see the famous Leaning Tower, |
n Passengers are advised not to leave their luggage
unattended. |
o We're now approaching Pigeon Point, Tobago, :

where passengers can disembark.

{) Customer Relations

Listening

5 Melanie: Well, it was three or four years ago
when the boys were still very young. Oliver — that's
our youngest — was only three and a half. Anyway,
we'd arrived at Heathrow in good time for our
scheduled flight for Dallas, only to find that they
weren't willing to give us our seat numbers. Instead
we were told to wait on one side. Well, quite a
queue was developing — middle-aged couples,
students, families like us, and then, as the time of the
flight approached, a couple of staff in suits appeared
and eyed us all up and down. It was very unpleasant
really. And then we were addressed by the older, |
suppose the senior, member of staff who apologised
for our delay and explained that they'd overbooked
on economy class and that they were doing all they
could to make sure that we'd be given seats on this
flight — or another.

Friend: With the stress on another!

Melanie: Well, we didn't know that at the time.
Needless to say, the boys were getting a bit
impatient and wanted to get on the plane, but then
after a while some people started to be singled out
and disappeared towards passport control with
relieved expressions. Eventually we were left
standing there on our own! My husband was getting
more and more impatient but then an officious-
looking lady came up to us with new tickets. She
told us it'd been impossible to allocate five seats
together in any one part of the plane and so we
were to travel to the States on another airline. The
plane would leave in two hours and, instead of flying
direct to Dallas, would take us to Houston. There
we'd be met at the airport and taken to a good hotel
— a luxury hotel, they said — for the night and then
shuttled back to the airport the next morning for the
connecting flight to Dallas.

Friend: What did you think about that? | don't
suppose you were all that pleased.

Melanie: Pleased — we were furious, but there was
very little we could do. Anyway, when we did arrive
in Houston, late that night, no one was there to
meet us, no one knew why we were there, nor
anything about a hotel and connecting flight. So,
after several very angry telephone calls to the
airline's Dallas office, we were finally booked into a
very shabby downtown motel and told that a taxi
would pick us up at seven next morning,

Friend: And that was the end of it?

Melanie: No, it wasn't. When we got home | wrote
a letter to the airline and in fact they refunded most
of the fare.

Friend: So you ended up with a cheap holiday!
Melanie: Cheaper perhaps, but it was a catastrophic
start and nearly ruined it completely. But one thing -
it taught us a lesson,

Friend: What's that?

Melanie: To kick up a fuss. The same thing nearly
happened again, not in London this time but in San
Francisco. This time we weren't on holiday, we were




on business. So we were looking pretty smart, not
like your usual holidaymakers but more like VIPs.
Anyway, same thing, kept hanging around, told to
wait in line and this time we complained — boy did
we complain, we would never travel with the airline
again, we wanted compensation, etc. And so we
were asked if we wouldn’t mind travelling club
class ...

Friend: Mm.

Melanie: And we said - not club class — first class.
Friend: And they let you?

Melanie: They sure did. And | saw a programme the
other day on TV and someone from a British carrier
was explaining how they cope with overbooking.
Apparently a lot of travellers don't show up and the
airline stands to lose money. So they overbook their
seat allocations, But in the summer, most people do
show up so they have problems. So when it happens
they watch check-in. And if they think some people
look as if they will make a fuss they get preferential
treatment.

Friend: So it pays to be aggressive.

Melanie: Yeah, well, not so much aggressive as
assertive, polite — and well-dressed.

() Hotel Facilities

Listening

9 Section 1

Interviewer: How do you actually cost the rooms in
your hotel?

Nick Patterson: Well, we have the commercial sector
and the leisure sector. Within the commercial sector
there are various subsections — there are those that
come in and will pay the published tariff, the rack
tariff and there are no discounts involved. There are
those people who, because they say "“we've got 100
people a week in the area who will stay with you for,
say, forty-eight weeks a year", they will come in and
negotiate a price — a corporate rate and most
hoteliers will try to hold that to a 10 per cent
discount, but clearly, depending upon the
importance of the contract to the hotel, the rate can
be either 8 per cent or up to 15 per cent.
Interviewer: And what other rates are there?

Nick Patterson: Well, we have a conference rate and
there's a standard retail travel agency rate, because
sometimes the retail agent will book direct - we're
giving them a straight 10 per cent and we subdivide
that into special schemes as well ... um ... because
someone might come along and say “if you wish |
can take 20 per cent of your total occupancy every
night, can | have a special deal?” But as a hotel
manager | have to be careful because | might say to
my boss, “I'm full,” and he might say, “Why are you
full at this rate? It's appalling,” and so | have to do a
balancing act and try to eradicate the cheaper
business and slowly build it back up to the more
realistic room rate.

Section 2

Interviewer: What sort of contacts do you have with
foreign travel agents?

Nick Patterson: Well, that's interesting because
wholesale operators working out of this country and
going to a place like Spain or elsewhere will contract
a number of bedrooms -~ say 5,000 rooms for this
summer — and they'll bargain very hard with the
hotelier who will have to work out his own break-
even point and decide whether there is enough
demand for his rooms to hold out for a bigger price.

It's the usual situation - if there are six wholesalers
from Germany, Scandinavia, Britain and so on
competing for this same block of rooms then the
overseas hotelier can hold cut for a higher price — it's
a question of supply and demand.

Interviewer: So there the rooms are contracted for
and the operator will pay for them whether or not
they are actually filled?

Nick Patterson: That's right.

Section 3

Nick Patterson: But the foreign travel agents sending
visitors to London and the UK rarely, very rarely,
contract in the same way. In other words, we will
agree to hold a block of rooms and give the foreign
agent, say, thirty every night, but normally there is a
cancellation or release date so you will sell your thirty
rooms. And so a party of four might book and they
will notify us that Sefior and Sefiora Gonzales and
two kids are coming and they will be entered into
our reservation system, and we will know they still
have twenty-six to sell. But three weeks out or four
weeks out — and that’s subject to negotiation — [ will
cancel the rooms that he has not sold and he will be
under no obligation to pay for those rooms. And
that's a totally different way of contracting than the
other way round, where, if you took thirty rooms,
you'd have to pay for the whole lot whether you'd
filled them or not.

Section 4

Nick Patterson: So you see incoming tour operators
to Britain have a much easier deal.

Interviewer: Why is that?

Nick Patterson: Well, that's just the way it has
developed. But there's another trick of the trade in
Britain because we will then overbook; so if I've got
100 rooms to sell 'l give each agent fifty a night
because | know they won't fill them. But, | mean
some operators are so small that they only have a
freesale facility for two or four or six, and so a hotel
with 300 bedrooms in London works with 100
people with two or three or four rooms on freesale,
and so they can sell them without reference to the
hotel and simply post-notify us that Mr and Mrs
Gonzales are coming. But there comes a cut-off
point when those rooms are no longer available and
so the hotelier is at the same time selling into other
markets, into other segments, so we allocate some
rooms on a freesale basis to the in-coming tour
operators but retain rooms for our rack-paying
business sector, other rooms for the 10 per cent
business people, the 15 per cent discount people, the
conference allocation, and the weekend traffic for
short break programmes, and so on. You really have
to invent ways of balancing all the balls in the air at
the same time.

) Selecting Locations

Listening 1

2 Kelly: Hello, can | introduce myself? My name’s
Kelly Cooper from Austral Tours in Sydney.
Ludwig: Pleased to meet you. I'm Ludwig Szeiler.
Austral Tours, you say?

Kelly: That's right. I'm looking into the possibility of
taking Australian travellers to Malaysia for tropical
breaks and er ... well your resort here looks very
attractive. | see you have a leaflet about Tioman
Island. Where is Tioman exactly?

Ludwig: It's just off the eastern coast of Malaysia,
forty-three nautical miles to be exact.

Tapescripis

Kelly: And how do you get there?

Ludwig: Well, there's a daily ferry service from
Mersing which can carry 200 people and also a
catamaran service which takes about 250 passengers
from Singapore, and that leaves every day from the
Singapore World Trade Centre. That takes about
four and a half hours. Otherwise we do ten flights a
day on nineteen-seater biplanes belonging to Berjaya
Air from Singapore.

Kelly: Oh, so you're part of the Berjaya group?
Ludwig: That's right. Jt's Malaysian-owned and
based in Kuala Lumpur. And we also have hotels in
other parts of Malaysia and Sri Lanka, Mauritius, and
the Seychelles.

Kelly: And what exactly do you have on offer?
Ludwig: Well, if you look in the brochure here, the
hotel complex consists of basically chalet
accommadation. There are 480 double rooms, and
about a third of these have an extra bed and so we
can accommodate about 1,000 people at any one
time. And each chalet gives onto a courtyard which
is named after a flower, We try to keep the gardens
beautiful because if people come to a tropical
destination we reckon it's because they want to see
colour and variety. And in the resort itself we have a
lot of activities like scuba-diving and snorkelling,
golf, swimming, horse riding, jungle trekking and live
entertainment in the evenings.

Kelly: It looks a very attractive site. And what are the
rooms like?

Ludwig: They're all very luxurious with private
shower and a hair dryer, a telephone, colour TV and
- what else? — oh yes, a mini bar.

Kelly: Looks good. I'll have a word with our Chief
Executive, | think she'll be interested. And ... um ...
how is business going at the moment?

Ludwig: Well, at present we're doing very well but
we're always trying to improve. At the moment
we're putting in snooker rooms, a badminton and
volleyball court and a karaoke lounge. And we're
offering special deals for retired people.

Kelly: | see. That sounds interesting, Can | give you
my card — and your name again is?

Ludwig: Ludwig Szeiler. Let me give you my card.
Kelly: Thank you. So I'll tell our Chief Executive that
I've spoken to you, ... (fade)

Listening 2

12 Speaker 1: So, as you can see from the
documents in your folders, ladies and gentlemen, the
first part of the report deals with the siting of the
proposed development. The obvious candidate is the
Docklands area to the east of London. There are two
main reasons for this. First is the fact that there has
been a shortage of suitable sites in London, and the
Docklands development represents a unique
opportunity for expansion. Secondly, many hotels in
the city centre — that is the area known as the West
End — have been upgrading recently and have
become correspondingly more expensive. As the
demand for hotel accommodation has increased
there has been a shortfall in supply of more price-
conscious, three-star accommodation, and this is the
sector we recommend you should invest in.

Thirdly, this area of London represents a unique
investment opportunity, The English Tourist Board
surveys show that it's about number 6 on the list of
things to see in London and it'll probably develop as
a tourist destination in its own right. And with the
City so close it's also the main business area and
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particularly well served by London City Airport to
which about 80 per cent of passengers are inbound.
And communications with the rest of London are
good with the Docklands Light Railway and the
Thames River Bus. Hopefully, we'll also see the
completion of the London Dome Project, which will
be a major venue for sports events, concerts,
conferences and so on.

Speaker 2: Have you been able to identify a suitable
site?

Speaker 1: Yes, we've made enquiries with a number
of agents and we've earmarked a site in the Port East
development - this is on the North Quay of the
West India Dock and we'll be visiting it this
afternoon.

Speaker 3: Fine. So this is described in section 1, is it?
Speaker 1: Yes, and well, as you will see in section 2
of the report we feel that you should aim for a 300
bedroom hotel in the three-star category so the
guest rooms would obviously reflect that standard -
so ... should have private bathroom and shower,
colour TV, in-house video films, direct dial telephone
and so on. And we think that, because there's
bound to be some noise from road traffic, the rooms
should be sound-proofed.

As far as the restaurant is concerned you'd
probably need about 150 covers and even that
number may be too small at peak times. So you
would be well advised to use the conference and
banqueting facilities as an additional breakfast room,
or give tour groups continental breakfast as room
service.

Speaker 3: What about the location of the
restaurant?

Speaker 1: Well, it should really look out onto the
river to maximise its appeal for both residents and
non-residents. The same goes for the bar and lounge
area. It would be a shame if they didn't. Um ... other
things we deal with are, section 2.3, the conference
room which should be really for quite small events,
say a maximum of ninety to 100 people.

Speaker 2: Why 50 small?

Speaker 1: Because most of the office sites have
planned their own in-house conference and meeting
facilities and, as we said before, there will be
conference centres in the area. 2.4 deals with the
health and fitness club and possibly a swimming
pool, which is actually very important because if you
have club membership it could well be of
considerable appeal, not only to guests but to office
workers and local residents. This could generate
quite a substantial additional revenue for the hotel.
And another thing we feel is important is the
provision of a car park for about 100 cars ~ possibly
with some kind of security system — and also space
for half a dozen coaches for the tour group business.
Speaker 2: OK, so that perhaps brings us to the
anticipated demand for the hotel. What would be
the mix of guests?

Speaker 1: George, that's your speciality.

Speaker 4: Yes, well, we surveyed other hotels in the
region and found that there's an average mix of 58
per cent tourist demand and 42 per cent business,
but there are wide variations as there are some that
have a 75/25 business / tourist split and others with
a 20/80 split. But, from our contacts with both tour
operators and business houses, it would seem that,
given that Docklands is a secondary location, it
would be more price sensitive than the West End

and could therefore attract tour groups for whom
the centre of London is too expensive.

® Things To Do

Listening

10 Tourist: Hello ... um ... do you speak English?
Information officer: Yes, how can | help you?
Tourist: Well, we've just arrived and we're planning
on staying three or four days, and we were
wondering if you could give us some advice about
where we can stay and some of the things we should
do while we're here.

Information officer: OK, well if you're looking for
relatively cheap accommodation you could try the
Locanda Silva which, if you look at the map, is here
on the Calle del Forno. It's a kind of bed and
breakfast and costs 60,000 lire a night. It's an
extremely popular place to stay.

Tourist: Uhuh ... and do all the rooms have a
bathroom?

Information officer: Um ... no, so if you want a
better class of hotel then you might like to look at
the San Giorgio which costs 110,000 lire. If you're
interested in art it's especially convenient because it's
just next door to the Palazzo Fortuni museum and a
couple of minutes from the Accademia museum.
Tourist: Well, that sounds quite good. Where is it?
Information officer: That one’s here on the Calle
della Mandola.

Tourist: OK, we'll try there. Could you tell us a bit
about the water taxis?

Information officer: If | were you I'd forget about
the speedboat taxis because they're horrendously
expensive — it's best to stick to the vaporetti, the
water buses. If you get a tourist pass you can use
them as often as you like,

Tourist: How much is it?

Information officer: I'm sorry, | can't tell you
offhand, it depends on the number of days - but
they're pretty reasonable.

Tourist: Right. What about things to do?
Information officer: Well, you can’t miss the Piazza
San Marco and the Palazzo Ducale - er, the Doge's
Palace, which is absolutely amazing. And there's the
Ponte dei Sospiri — the Bridge of Sighs — and the
Ponte di Rialto. But the best thing is probably for you
to take one of these guidebooks so you can plan
your own sightseeing depending on the kind of thing
you're interested in. There's one here in English
which is very useful.

Tourist: OK. And what about places to eat? Can you
recommend an especially good restaurant?
Information officer: Yes, there's the Ponte Vecchio
which is highly recommended. That's here on the
Pescheria di Rialto. Or you could go to Al Mascaron
on Calle Lunga Santa Maria Formosa. Try the
spaghetti with lobster — it's absolutely out-of-this-
world.

Tourist: Right. Well - thank you very much for your
help.

Information officer: You're very welcome.

{ Marketing the Past

Listening 1

3 Interviewer: Could you tell us a little bit about
the reconstruction of the museum here?

Expert: Yes, the Neues Museum was built in 1850
and was a very odd mixture of architectural styles.
Then, of course, it was bombed in the second world

war and left as a monumental ruin. Art historians
don't think of it as the best piece of architecture in
Berlin, but it is an interesting early example of an
ironwork construction. But aesthetically it's a
problem. We're trying to renovate and preserve all
that has been left standing of the original building
but there are two choices: either we choose a
modern contemporary architectural style in harmony
with the still preserved parts of the ruin, or we
reconstruct it as it used to be. It's funny that the
avant-garde, the kind of modernist viewpoint is very
much with the archaeologists — art historians tend to
defend the reconstruction of the destroyed
architectural heritage.

Interviewer: And what do you think?

Expert: Personally, | think if architects had always
concentrated on reconstructing the past we would
still be building pyramids. | would much prefer a
dialogue between western art of the late twentieth
century AD and Egyptian art of the twentieth
century BC - it's much more constructive and
creative and interesting.

4 Interviewer: And what will it look like when it's
finished?

Expert: When Museum Island is complete we plan to
display only a very limited number of exhibits and to
keep on changing what there is to see so as to give
frequent visitors, and especially the citizens of Berlin,
a permanent impetus to come back again and again.
| don’t like museums where you show thousands and
thousands of objects. The average visitor is unable to
make a choice, to distinguish between what is
important and not so important.

Interviewer: So how can you help visitors to choose
what they should see first and what they can leave
until later on?

Expert: For the six archaeological museums we'll try
to separate the quick visitor groups, those coming to
the museum for half an hour/forty minutes
maximum; and we'll try to install on the island an
intensive tour for these tourist groups with very
limited time available for the museum visit. And we'll !
display selected representative exhibits from the
different museums starting with, for instance,
ancient Egypt and the most famous piece in our
museum, the bust of Nefertiti, surrounded by
monumental pieces of architecture — a temple gate,
an obelisk, some temple statues. And this is Egypt for
the quick visitor. Then the tour goes on with the
Ishtar gate from Babylon as a representative example
of the ancient Near East, then we come to the
market gate of Miletus from Asia Minor and the
famous Pergamon altar, and finally the facade of the
castle of Mshatta as an example of Islamic
architecture. So the quick visitor sees just a few
selected examples of the great civilisations of
antiquity and not the proper museum where the
individual visitor is not disturbed by these visitors.
Interviewer: Right, so the rest of the museum is
relatively empty.

Expert: Yes, in the rest of the museum the
atmosphere is quieter and we can cater for smaller
groups, smaller guided tours can go there, and |
think this is how we can deal with mass tourism. We
cannot change tourism for the masses, we have to
accept it, we have to make the best of it. Personally |
deplore that in huge museum designs, such as the
Louvre for example, or in the new installations in the
British Museum you have to walk enormous



distances if you want to go from one famous exhibit
to another. | mean in the Louvre you have to walk
more than one kilometre between the Venus de Milo
and the famous Mona Lisa or the famous Egyptian
scribe of the Old Kingdom and you have to walk
through all the art galleries that you may not want to
see at all.

| think we should give people what they have
really come to see and then, once a member of the
group visit has seen that part of the museum, he will
say, "Oh, | must come back as soon as | can and see
the rest.”

Listening 2

9 Guide: As you come into this first room, let me
welcome you to the Pergamon museum and to the
astounding monument for which this museum was
built, the great altar from the ancient city of
Pergamon. My name is Martin Leicester and | am
delighted to be your guide on this tour of the
museum'’s greatest treasures. Let me begin with the
altar itself. While you make your way over to the
massive flight of marble steps I'll give you a little
background information about the city in which this
spectacular monument was built over 2, 000 years
ago.

Pergamon was particularly famous for its
sculpture and what you see in this room today are
the remains of the greatest sculptural project that the
city ever produced. Even in ancient times this altar
was considered to be a wonder of the world. It's
believed to have been built soon after 180 BC by
King Eumenes Il to commemorate a series of
victories over Pergamon’s fong-standing enemies the
Gauls, some of whom had migrated not long before
from western Europe.

A similar struggle is shown in the frieze — the
continuous band of sculptured figures that used to
run completely around the altar beginning and
ending at these steps, Carved in relief were over a
hundred life-size figures, illustrating the mythical
battle between the Olympian gods and their rivals,
the giants. But these sculptures are not only symbolic
of triumph in war they also represented the victory
of Greek culture over barbarism. The altar and its
frieze were in fact a thunderous proclamation of the
glories of Greek scholarship and art and of the right
of Pergamon to see itself as the new Athens.

As you look at this section of the frieze you'll see
that it is dominated by two standing figures. Athena
is the striding woman with the shield, Zeus is to the
left with his broad bare chest. As the goddess strides
forward she turns and with a serene but powerful
movement lifts the winged giant Alkyoneus by his
hair. The giant can only loosely clutch at her arm
and, with the serpent of Athena coiled about his
body, he's powerless.

Although the colour has gone from many of the
objects in this room, just a few steps away there is
another great monument from the ancient world
that has lost little of its original brilliance. So come
with me now for another unexpected delight. If you
walk through the centre archway of the Miletus gate
and keep going straight ahead down the long
corridor you will find the walls on either side
decorated with a series of lions. When you reach the
last of these lions please stop and turn round.

(® Business Travel

Listening

7 Interviewer: So how do you go about selling this
particular venue?

Agnes Johnson: Basically, the way that we sell this
venue here at The Manor is we contact conference
agents; in England there are a number of agencies
who will book conferences on behalf of companies -
in England there's about 500 agencies operating,
and they usually have a computer base so they have
a good knowledge of all the venues — some
specialise in country house hotels like us, some
specialise in chain hotels but, by and large, most of
them will book any sort of hotel and what happens
i5, we pay them commission because they've gone to
all the trouble of finding the business for us — we
don't have to go out and get it, but we need to offer
them incentives to use us ... something that's going
to attract people to use us, whether it be an
additional commission or a special rate for the
conference delegates.

Interviewer: How much is the commission?

Agnes Johnson: We normally give them 8 per cent,
so 8 per cent of the charge goes to them for finding
the conference. If a client is looking for a conference
centre they'll actually pick three hotels from the
computer that match what the client wants, then
they'll come out and visit each hotel, then they may
bring the client out to visit the hotels and then the
client will make a decision based upon what he
knows about them - so it's a lot of work, but, on the
whole, what we try and do is get in there and try
and be friends with most of the conference agents -
the better we get on with them the easier it is to sell
to them. And that's what you find in selling any
product. If you can make your clients your friends
you're going fo be able fo do business a fot better.
Interviewer: Can you ever sell direct?

Agnes Johnson: Well, on the one side we've got the
conference agents we talk to and on the other side
we go direct to the corporate dlients, and there's a
lot of companies out there who have requirements
for meetings, for conferences, for dinners perhaps,
and what we need to do is to find out who they are
and if they would use us. It's a long and
complicated, well not a complicated - it's a quite
honestly tedious process of telesales, of cold calling,
going out knocking on doors of companies, giving
them our conference brochure, talking with them,
asking them = you know — would they consider using
us for a conference, It can take a long time. You may
have talked to a corporate client six months ago and
they may have said, “mm ... we could use you," and
then you may find two years down the track they'll
remember us and use us, so it's not the kind of thing
that happens overnight.

Interviewer: And what about advertising? Or do you
rely just on direct sales?

Agnes Johnson: No, we also have to participate in
advertising. We can't just have sales people out and
about because they can't cover the huge mass that
advertising through the printed word can cover.
Within our advertising we use books like these, the
green book and the blue book. They're bibles for
people who organise conferences — most large
companies will have a copy so it's vital that we be in
there. There's information about the hotel and a
picture so they can go through and find you and
give you a call. We also advertise in a lot of smaller

Tapescripts

publications and in the Yellow Pages — the phone
book — we also often attend exhibitions where we'll
put ourselves forward, make a display and tell people
who come to the exhibitions about the hotel. A fair
amount of our business also comes from telephone
enquiries, so down in our sales office we need to
have people that can answer the telephone and
know exactly what the capabilities of each room are
and how we can negotiate our prices.

Interviewer: What else can you do to attract
potential clients?

Agnes Johnson: Well, we also have a lot of special
events — the major one we do is a Shakespeare
festival which has been running for forty-five years
and we often do a thousand people a night. With all
our guests it seems to go down like a house on fire,
and so it does a lot of our hospitality and our
advertising for us. And other people might come and
see a play and think, “oh | need to book a
cortference next year”.
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Word List

English

accommodation
air traffic control
aircraft

airline
all-inclusive
allocation
baggage
backpacker
balance

bed and breakfast
boarding

book

booking

booking form
break

bridal suite
brochure

cabin crew
cancellation charges
car rental

carrier

catering

chalet

charge

charter

charter flights
check-in

coach (Br. E.)
condo
consultant
courier

cover

covering letter
COVers

cruise

currency

day tripper
departure
departure lounge
deposit

discount

duty free
educational
en-suite (facilities)
excess baggage
exchange rate
excursion
familiarisation trip (fam.)
fare

flight

foreign exchange
frequent flyer programme
full-board

full fare

fully booked
game reserve
gift shop

guest

half-board

hiking
holidaymaker
hotel chain

French

hébergement

contrdle du trafic aérien
avion

compagnie aérienne
tout compris
attribution/répartition
bagages

randonneur

solde

chambre (petit déjeuner compris)

embarquement

réserver

réservation

formulaire de réservation
vacances de courte durée

suite réservée aux jeunes mariés

brochure

équipage

frais d'annulation
location de voitures
transporteur
restauration

chalet

prix/faire payer per personne

affréter

vols charter
enregistrement
car

appartement en copropriété

expert-conseil

guide

assurance

lettre explicative
couverts

croisiere

monnaie, devises
excursionniste
départ

salle d'embarquement
caution/arrhes
remise

hors taxe

educatour

(salle de bain) attenante
excédent de bagages
taux de change
excursion

educatour

prix du billet

vol

devises

programme de fidélisation
pension compléte
plein tarif

complet

réserve naturelle
boutique de cadeaux
client

demi-pension
randonnée
vacancier/estivant
chaine hételiére

Italian

I'alloggio, la sistemazione

il controllo di volo
I'aeromobile, I'aereo

la compagnia aerea

tutto incluso

I'assegnazione

il bagaglio

il backpacker, |'escursionista
il saldo

camera e prima colazione
I'imbarco

prenotare

la prenotazione

il modulo di prenotazione

la breve vacanza

la suite matrimoniale

il dépliant, la brochure

il personale di bordo, |'equipaggio
le spese di cancellazione
I'autonoleggio

il vettore
I'approvvigionamento, il catering
lo chalet

I'addebito pro capite, I'addebito a testa
noleggiare

i voli charter

il check-in, |'accettazione

il pullman, la corriera

il condominio, lo stabile in condeminio
il/la consulente

il corriere

la copertura assicurativa

la lettera di accompagnamento
| coperti

la crociera

la valuta, la moneta

il gitante

la partenza

la sala partenze

il deposito

lo sconto

duty free

informativo

en-suite (servizi)

il bagaglio in sovrappeso

il tasso di cambio
I'escursione, la gita

il viaggio di familiarizzazione
la tariffa, il prezzo

il volo

il cambio estero

il programma per chi viaggia spesso
a pensione completa

la tariffa completa

tutto prenotato

la riserva di caccia

il negozio d'articoli da regalo
I"ospite

a mezza pensione
I'escursionismo

il turista

la catena alberghiera

German

Unterkunft
Flugleitung
Flugzeug
Fluggesellschaft
alles inklusive
Platzanweisung
Gepack
Wanderer

zu zahlender Restbetrag
Ubernachtung mit Frihstiick
an Bord gehen
buchen
Buchung
Buchungsformular
Miniurfaub
Hochzeitssuite
Broschiire
Kabinenpersonal
Stornierungsgebuhr
Autovermietung !
Fluggesellschaft, Reisegesellschaft
Gastronomie

Chalet

Preis pro Person/pro Kopf

chartern

Charterfiige

Abfertigung

Reisebus

Appartementhaus

Berater

Reiseleiter

Deckung

Begleitbrief

Gedecke

Kreuzfahrt

Wahrung

Tagesausfligler

Abreise, Abflug

Warteraum, Abflughalle

Anzahlung,

Rabatt, Preisnachlal®

Zollfreie Waren

Fortbildungsreise

mit Bad und Toilette

Ubergewicht

Wechselkurs

Ausflug

Eingewdhnungsreise

Fahrpreis, Flugpreis

Flug

Devisen

Programm fur hdufige Fluggaste
Vollpension

der volle Flugpreis, Fahrpreis
ausgebucht

Wildschutzgebiet

Geschenkladen

Gast

Halbpension

Wandern

Urlauber

Hotelkette



Spanish

alojamiento

control de trafico aéreo
avion

linea aérea

todo incluido

asientos

equipaje

mochilero

saldo

alojamiento y desayuno
embarcar

reservar

reserva

solicitud de reserva
descanso corto

suite nupcial

folleto

camarote de la tripulacion
recargo por cancelacion
alguiler de coches
compafia de trasporte
catering

chalet

recargo por persona
fletar

vuelos charter

facturar

autobus

condominio

asesor

mensajero

cobertura

carta de presentacion
cubierto

crucero

moneda

excursionista

salida

sala de embarque
deposito

descuento

libre de impuestos
viaje educativo/ viaje de estudio
incorporado

exceso de equipaje
tipo de cambio
excursion

viaje de familiarizacion
pasaje

vuelo

divisas

programa de vuelos frecuentes
pension completa
billete entero
totalmente lleno

coto de caza

tienda de regalos
invitado

media pension
excursionismo
veraneante

cadena de hoteles

Polish

Zakwaterowanie

kontrola ruchu powietrznego
samolot

linia lotnicza

wliczajac wszystkie koszty
przydziat (miejsca)

bagaz

turysta z plecakiem

saldo

nacleg i $niadanie
wsiadanie na poktad
rezerwowac

rezerwacja

formularz

krotki urlop

apartament dla nowozencow
broszura

zatoga kabinowa

optata za rezygnacje z ustugi
wypozyczanie samochodow
przewoznik

Zywienie

dziakka

optata za jedna osobe
czarterowac

loty czarterowe

zgloszenie sie do odprawy
autokar

wakacyjne mieszkanie wiasnosciowe
konsultant

pilot wycieczki
ubezpieczenie

list przewodni

nakrycie stolu

wycieczka morska

waluta

wycieczkowicz

odjazd

sala odiotow

depozyt

Znizka

bez cla

objazd trasy

(apartament, pokdj) z tazienka
nadwaga bagazu

kurs wymiany

wycieczka

objazd trasy

optata

lot

wymiana pieniedzy

udogodnienia dla pasazeréw regularnie korzystajacych
Z linii lotniczych

zakwaterowanie z petnym wyzywieniem
bilet petnoptatny

brak wolnych miejsc

rezerwat towiecki

sklep z pamiatkami

gosc

zakwaterowanie z kolacja
wedrowanie

urlopowicz

sie¢ hotel

Turkish

konaklama

hava trafigi kontrolu

ucak

hava yollari

hepsi dahil

yer ayirtma

bagaj

sirt gantal turist

bakiye, hesap

yatak ve kahvalt

binmek

yer ayirmak, rezervasyon yapmak
yer ayirma, rezervasyon
rezervasyon formu

kisa tatil

balayi dairesi

brosdr

ucak personel

iptal Ocretleri

araba kiralama

tagimaci, nakliye sirketi
yiyecek icecek hazirlama
kosk, dag evi

kisi basi Ucret

kiralamak, tutmak

carter seferi

bileti vize ettirme

yolcu otobils(

kat milkiyeti

konstiltan, danisman
kurye

sigorta kapsami ve miktar
evrakin mahiyetini anlatan mektup
sofra takimi

deniz gezintisi

para birimi

gunubirlik dolagan kimse
kalkis

giden yoku saionu

kKaparo

iskonto, indirim
glmriksiz

egitsel amagh gezi
en-suite

fazla bagaj

doviz kuru

gezinti

personele turizm girketlerince yaptirilan gezi
bilet licreti, yol parasi.
ugus

doviz

Sik ugus yapan yolcu programi,
tam pansiyon

tam bilet parasi
rezervasyon dolu, yerler dolu.
avi korumak igin ayrilmis arazi
hediyelik esya dikkan
misafir, konuk

yarim pansiyon

uzun yoroyds

tatile gikan kimse

otel zinciri

Greek

OTEYaom

EAEYXOC EVAEPIAC KUKAOQOpPIag
AEPOOKAPOG
GEPOTIOPIKN] YPapun
OAa ouunephaupavopeva
KATapepiopog Beong
AaTtooKEUN

TaEIB™C TEPUTAQVIUEVOC
ICOAOVIOHNOC

Unvoc kal Tpoyeupa
eruBipaon

KAgivw BEon

Kpamon B€ong

®opua KpaTong Beong
OUVTOUEC OlaKOTIEQ
yapna oouita
QUARGSLO SlaPNOTIKG
MAnpwya

MPOOTIHO AKUPWONG
EVOIKIQON QUTOKIVATOU
HETOPOPEAQ
Tpogodooia

cEoyIKN £TAUAN
XpEWoN ava atouo
VAUAWDVW

MMOELS TOAPTEP

apign OTO YKIOE MTNONG
Asw@opeio
ouykuplapyia
oUpBoulog

ouvodoC

KaAuyn aopaieiac
OUVOBEUTIKY) ETILOTOAT)
afeooudp Tpanellol eoTiaTopioy
Kpouallepa

IGYUoV vouloua
NUEPNOLOG EKOPOUEQG
avaxwpenorn

galovi avaxwprocmwv
KataBoAn €yyunong
EKTTTWON
adagiioroynta €idn
EKTIALOEUTIKO
DIEUKOAUVOEIQ
UNEPBaPO QrIoCKEUWY
ouvalhaypa

Exdpoun

Takid etokeiwong

Tiyny elonmMpiou

nmoan

Eévo ouvaihayua
TPOYPAUNA ouXVoU TaEdlwT
nMineng dlatpogn
MANPNG TN elonmpiou
EVTEAWC KAEIOPEVQ
Kpatnon yia matyvidt
Kataompua dwpwv
PprAotevollevoqg
nu-dlatpodn
nelormopia
Nnoapabeplo™C

ahuolda Eevodoyeiwv
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hotelier

in-flight
in-flight service
incentive travel
insurance policy
itinerary

jet fag

liner

load factors
lobby

long-haul flight
occupancy rate
one-way ticket
option
out-of-season
outbound
package tour
passenger
passport control
premium
racking
reception
refurbishment
resort

return ticket
round trip (Am. E.)
runway

safari

scheduled airline
scheduled flight
seasonal
self-catering
self-drive
shuttle
sightseeing
skiing

special interest holiday
special offer
stand-by (passenger)
stay

stopover
surcharge

tariff

tax-free
terminal

terms and conditions
theme park

time slot

time zone
timeshare

tour

tourist board
Tourist Information Centre
transfer

travel

twin room
upgrade

valet service
window-shop
winter sports

hotelier

pendant le vol

service & bord d'avion
voyages de stimulation
police d'assurance

itinéraire

fatigue due au décalage horaire
paquebot de grande ligne
taux de remplissage d'avion
reception

vol long-courrier

taux d'occupation

aller simple

option

hors saison

en partance

voyage organisé

passager

contrdle des passeports
prime

présentation de brochures
reception

remise a neuf

station

billet aller-retour
aller-retour

piste d'envol

safari

compagnie aérienne assurant des vols réguliers
vol régulier

saisonnier

(appartement) indépendant
voiture sans chauffeur
navette

visiter/faire du tourisme

ski

vacances a theme
promotion

voyageur sur une liste d"attente
séjour

halte

surtaxe

prix

exonéré d'impbts

aérogare

modalités

parc a théme/parc d'attractions
plage horaire

fuseau horaire

maison en multipropriété
excursion/visite guidée/circuit
office de tourisme

syndicat d'initiative
transférer/transfert
voyager

chambre a deux lits
meilleur classement

ster

faire du leche-vitrines
sports d'hiver

I'albergatore

durante il volo, in volo

servizio durante il volo

il viaggio d'incentivazione

la polizza assicurativa

I'itinerario

il jet lag

il transatlantico

i fattori di carico

la lobby

il volo lungo

il tasso di occupazione degli alberghi
il biglietto di sola andata

I'opzione

fuori stagione

in uscita

viaggio ‘tutto compreso’

il passeggero

il controllo passaporti

il premio

I'esposizione

il ricevimento

I'ammodernamento, la messa a nuovo
il centro turistico, il luogo di soggiorno
il biglietto di andata e ritorno

il viaggio di andata e ritorno

la pista di decollo o di atterraggio

il safari

la compagnia aerea di linea

il volo di linea, il volo regolare di linea
stagionale

con uso di cucina

senza autista

la navetta

il giro turistico, la visita ai monumenti
lo sci

la vacanza d'interesse speciale
I'offerta speciale

in stand-by

il soggiorno

lo scalo

il supplemento di prezzo, il sovrapprezzo
la tariffa

esentasse, non imponibile
I'aerostazione, il terminal

termini e condizioni

il parco tematico

il tempo disponibile

il fuso orario

il timeshare

il viaggio, il tour

I"ente turistico

Centro Informazioni Turistiche

il transito, il trasferimento

viaggiare

la camera doppia, la camera a due letti
avanzamento di grado

il servizio di guardaroba

guardare le vetrine dei negozi

gli sport invernali

Hotelier

wahrend des Fluges

Service wahrend des Fluges
Reisen als Leistungszulage fiir Personal
Versicherungspolice

Reiseroute

Jet-fag

Passagierschiff

Lade-Faktoren

Eingangshalle, Foyer
Langstreckenflug

Belegungsrate

einfache Fahrkarte

Wahl, Méglichkeit

auferhalb der Saison

auslaufend

Pauschalreise

Passagier

PaBkontrolle

Pramie

Stander/Regal flir Werbematerial
Empfang

Renovierung

Urlaubsort

Rickfahrkarte

Hin- und Rickreise

Start- und Landebahn

Safari

Linienfluggesellschaft
planmaBiger Flug, Linienflug
Saison- /je nach Jahreszeit
selbstversorgend

fir Selbstfahrer

Pendeltransport

Sightseeing, Besichtigungen
Skilaufen

Urlaub je nach Interessengebiet, Hobby
Sonderangebot
Standby-Passagier

Aufenthalt

Zwischenstation, Zwischenlandung
Zuschlag

Tarif

zollfrei

Terminal

allgemeine Geschéftsbedingungen
Freizeitpark

Zeitschlitz, Zeitspanne

Zeitzone

Timeshare

Tour

Fremdenverkehrsverein
Touristen-Informationsbiro
Transit

reisen

Zimmer mit zwei Einzelbetten
Steigerung

Reinigungsdienst

einen Schaufensterbummel machen
Wintersport




hotelero

en vuelo

servicio a bordo

viaje incentivo

poliza de seguros
tnerano

desfase horario
transatlantico
factores de carga
vestibulo

vuelo de larga distancia
tarifa de alojamiento
billete de ida

opcion

fuera de temporada
salida/partida

viaje otganizado
pasajero

control de pasaportes
prima de seguro
estante

recepcion

renovacion

centro turistico

billete de ida y vuelta
viaje de ida y vuelta
escapado

safari

linea aérea programada
vuelo programado
estacional
selfcatering

sin chafer

servicio de enlace
visitar lugares de interés
esquiar

vacaciones de interés especial
oferta especial

en espera

estancia

parada

aplicar un recargo
tarifa

sin impuestos
terminal

términos y condiciones
pargue tematico
escala de tiempo
zona horaria
multipropiedad

gira

oficina de turismo

Centro de Informacion y Turismo

transbordo

viajar

habitacién doble
ascenso/aumento/mejora
servicio de planchado
mirar escaparates
deportes de invierno

hotelarz

podczas lotu

ustugi podczas lotu

wakacje optacone przez pracodawce w nagrode za
wydajng prace

polisa ubezpieczeniowa

trasa (wycieczki)

zmeczehie wywotane dtugim lotem
statek oceaniczny

wspotczynnik zajetosci miejsc

hall

loty dalekiego zasiegu
wspdiczynnik zajetosci

bilet w jedna strone

rezerwacja wymagajaca potwierdzenia
poza sezonem

tam (o kierunku jazdy)
zorganizowana wycieczka
pasazer

kontrola paszportow

sktadka ubezpieczeniowa

potka

recepcja (reception); przyjecie (party)
odnowienie

uzdrowisko

bilet powrotny

podroZ tam i z powrotem

pas startowy

safari

regularna linia lotnicza

regularny lot

sezonowy

zakwaterowanie z mozliwoscia przygotowania positkow
wiasny transport (dojazd)

autobus, pociag

zwiedzanie

jazda na nartach

wakacje specjalistyczne

oferta specjalna

stand-by

pobyt

przerwa w podrozy

doptata

taryfa

bez podatku

terminal

warunki

wesote miasteczko

odcinek czasu

strefa czasowa

mieszkanie wakacyjne stanowigce wspohwiasnosé wielu osob
wycieczka

instytucja promujaca turystyke w danym regionie
Centrum Informacji Turystycznej
transfer (n); transferowacé (v)
podroZzowacd

pokdj z dwoma tézkami
swiadczenie wyzszej jakosci
obstuga przez pokojowke

ogladac wystawy sklepowe

sporty zimowe

otel ydneticisi/sahibi.

ugus esnasinda

ucus sirasinda sunulan hizmetler
basarili personeli édillendirme yolculugu.
sigorta policesi

kilavuz programi, yolculuk kitabi.
ugak yolculugundan sonra ‘beden saati'nin bozulmasi.
transatlantik

bilet lcreti ddeyen yolcutann gercekie kullandykian yerin ylzdesi.
lobi

uzak mesafe ugusu

oda dofufuk orani

yainiz gidis bileti

secenek, tercih

sezon dig

memleket disina sefere gikan.

toplu gezi

yolcu

pasaport kontroll

prim

reklam raflari

resepsiyon, misafir kabul téreni
yenileme

gezinti yerleri

dénus bileti

gidis-ddnis yolculugu

ucak pisti

safari

tarifeli hava yollan

tarifeli sefer

sezonluk, mevsimlik

kendin pisir kendin ye

soférslz kiralanan

servis otobisu.

gezme, goriilecek yerleri ziyaret etme
kayak yapma

0zel ilgi amaclh tatil

indirimli fiyatlar

bekleme listesi

kalma, ziyaret siresi

konaklama, mola

krediyi deftere kaydetmeme

tarife

vergisiz

ucak terminali

sartlar

konulu eglence parki

zaman dilimi

arz derecesine gore resmi saatin ayni oldugu bblge
devremulk

tur

turizm blrosu

Turist Damisma Merkezi

aktarma

yoicuiuk etmek

iki yatakl oda

daha iyi bir hizmet sinifina gegilmesi
temizleme servisi

magazalar dolagma, vitrin bakma.
kis sporlari
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English for International Tourism is for professionals working in the tourism
industry and for students of tourism at upper intermediate level and above.
English for International Tourism:

- focuses on the language and professional skills required to perform effectively in
all sectors of the industry

- covers a wide range of topics that develop a broad tourism-related vocabulary

- features authentic texts and interviews with experts in the tourist industry that
develop extensive reading and listening skills

- develops speaking skills needed for key job-related situations
- promotes grammatical accuracy with Language Focus sections

- trains learners to produce clear, concise written communication

Components
- Course Book
- Set of 2 Cassettes
- Teacher's Resource Book
- Workbook
Workbook Cassette

Recommended by the
LONDON CHAMBER OF COMMERCE AND INDUSTRY
EXAMINATIONS BOARD
for the
ENGLISH FOR THE TOURISM INDUSTRY EXAMINATION

ISBN 0-582-23753-X

Pearson
Education

g

www.longman.com




