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Take off

Look at the photos.

1 Whereare they?
EXAMPLE ata hotel

2 What type of tourist or visitor is being welcomed in
each case?

Reading

Welcome - the first encounter

T Match the words with their dictionary definitions.

1

2
a
b

encounter
experience

3 hospitality

4 we]come

friendly and generous behaviour towards guests
ameeting, especially one that js sudden and
unexpected

a greeting that is given to somebody when they
arrive, especially a friendly one

something that has happened to you, often unusual
or exating

Z Read the text. Which subtitle do you think is the best?

Tourism: the encounters industry
Tounsm: the experience industry
Tourism: the hospitality industry
Tourism: the welcome industry

3 Which of the six points (a—f) would include this advice?

1

Offer to carry a bag, to get a drink, to open the door,
anything to show you’re there to help.

Do your research ~ know who you're meeting, know
where you're going.
Have confidence in your abilities and personality.

There are many ways of greeting in different
countries, but the smile is universal.

Dress appropriately - be smart, clean, and tidy.

Find out about the person you're with, and ask them
about thernselves.

4 Can you think of more advice to add to the list above?

WELCOME,

An introduction to
working in tourism

Tourism is about encounters — encounters with
people, with places, and with experiences, And the
mosl important encounter is the first one: amval and
greetings. Get that one right and the rest is much
sasier.

Arrival encounters can take place anywhere: at
the airport, at the hotel, at the campsits, in the
restaurant, on the tour bus, or ai the attraction.
Wherever it takes place, the rules are the same:

d Be interested
e Be helpful
f Beyourself,

a Be prepared
b Lookthe par
c Smile
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#

In this unit

® welcoming

® greeting and introducing
® car hire

® describing arrival services

Where in the world?

What do you know about Singapore? - ey
1 Isitanisland or onthe mainland? ' ‘
2 Whereis itlocated?

3 Why dotourists visit Singapore and where
do they come from?

Read on and find out.

A warm welcome to the world’s most
colourful city - Singapore

An exciting tropical destination with modern Wl Causeway (o
western comforts and an Asian soul. St L

Fact file

Location: the Republic of Singapore consists
of the island of Singapore and around sixty
smaller islands off the southern tip of
Malaysia, 135 kilometres north of the equator.

: 7 Changl
Capital: Singapore City is the country’s capital | UL
and occupies the main island. : . .'

iy otanica
Size: 650 square kilometres -y % Gardens
Population: approximately 4.2 million -
" | Thailand Malaysia

Tourism \ ; ’ Ld
Visitors outnumber the local population L, ey s l Indonesia — &
by1.6to1. Strait of Singapare . SINGAPORE

Visitors come from many countries. The top
three are Indonesia (17 %), Japan (13%), and Australia
(6%). They usually stay for short visits, often stopovers
en route to other Asian countries or Australia or New
Zealand, or for sightseeing and shopping.

Transport hub
Changi Airport consists of three terminals and is one
of the most important air hubs in the region.

The International Airport serves 167 cities in 53
countries and is capable of handling 64 million
passengers a year.

Transport from the airport

Number 36 bus to Orchard Road

Maxicab shuttle bus (06.00-24.00)

MRT train (Mass Rapid Transit) (05.30-23.00).

The Port of Singapore is the world’s busiest port for
cargo, and is also a stopping place for cruise ships.
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namaste is the way of greeting
inindia and some other Asian
countries. The word is said with
the palms of the hands held
together, with fingers pointing
up 2nd touching the chin,and
with a slight bow.

Customer care
Cultural differences in greetings

Listening
Greeting and introducing
1 §) Listento eight greetings and introductions. For each
one, answer the questions.
1 Where does the conversation take place?
2 Have the speakers met before?
3 Isthe conversation formal or informal?

4 Isanother person or are other people introduced?
2 @y Listen again and corplete the sentences.
1 Hello, Peter-it's again. Welcome to

Atlanta. How was your flight?

2 Hello, and joining uvstonight.
Even before you say a word, there are many ways of
greeting people. How you do it will depend on many Praphat and my colleague
things, for example your nationality and culture, how Arphai. We'll on tonight's excursion.
well you know the person you are greefing, your .
relat?lve ages, and your gender.You need tgthink about 3 Good ——— MrEllman.Iseverything to
whoyou are meeting and greeting before you do it. ? get you some more wine?

1 Do you know what each of these ways of greeting is?

2 Would you use these greetings? In which situation?

3 Which of the greetings in 1do you asscciate with the
following regions?

Northem Europe the Middle East
Southern Europe Africa

Eastern Europe Asia

North America Australasia

Central and South America

introduce myself? My name is Chie
Mashidaand 'mthemanager._ __ tothe

people who are going to be looking after you during

the conference. Masako...

A Hj,it’s Johann, ? Glad you could make
i 2

B Good,yeah. You?

A Haveyou____ lLucy?She
organized this reception.

Ladies and gentlemen, Paradise Cruises,

youallonboardWe___ to

offer you a comnplimentary glass of champagne.

You__ MsHolweger. Welcome to
Copenhagen. take your bag for you.
Welcome___ DrAllegretti. Nice

. 'We've put you in your usual room.
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. . .

Bienvenue L > > 2
Willkommen = —
Benvenuto

JIPUBETCTBOBATH Udvozoljiik

e Language spot Speaking

Greeting and introducing Welcoming visitors
T Look at the expressions from Listening and add more 1 You're meeting a visitor to your country at the airport.
examples. Apart from ‘welcome’, what topics might you talk
about? Choose from the list or think of your own.
Greeting Welcoming corafortable flight?

Hello,Peter~it'sgreat ~ Welcome to Atlanta.

visited this country before?
tosee you again.

hungry or thirsty?

the weather where they came from

a brief history of your city
- B what’s going to happen in the next hour or so
Introducing yourself Introducing someone else people and places in the visitor's country that you
My name’s Praphat. This is my colleague Amphai. know

For each one you choose, what would your first
sentence be?

2 You are at a reception for an international tourjsm fair

Checking someone’s Making an offer in your city. Work in two groups.
identity
You must be Can | get you some more wine? Group A: Meeters and greeters

Ms Holweger. You are working at the reception. Your job is to

welcome each of the guests and begin a short
conversation. You may want to offer something or
introduce the guest to another person.

2 Match the following responses with some of the NOTES

conversations in Listening 2. Make sure that you treat each guest with the

a That's very kind.1t’s rather heavy. Is the car very far? appropriate level of respect and formality.

b ItwasOK, although it was rather long. Are we going Two of the guests should be people that you already
straightto the hotel? know.

No,Idon’ i ! .You’
¢ No,Idon’tthink we've met before. You've done a None of the guests should be left on their own.

great job.
d No,thank you, "'m OK.it's very nice though - You should meet and greet as many different guests as
where's it from? possible.
3 Inpairs, practise the conversations. Try to continue the Group B: Guests
conversations for afew more sentences. Write your name and job / position on a badge / 1abel.
» Goto Grammar reference p.118 Choose from this list or think of your own.
aloca) hotel manager aninvited guest from
alocal tour operator another country
alocal travel agent the driver who
atourguide brought the mayor

the mayor of the city {a VIP)

When you have finished, change roles and repeat the
activity.
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Vocabula ry 5 insurance cover if you injure somebody or
damage somebody’s car

somewhere to put extra luggage on top of the car

the place where the petrol goes

Car hire 6 the glass atthe front of a car
Look at the online booking form for car hire at Cape 7
T . 8 anextracharge
own airport. 9
1 Find words, phrases, or abbreviations that mean 10

1 fourdoors with air-conditioning
2 automatic gears

3 move to a better service

4

raoney given as first part of a payment.

2 Find words which are the opposite of

1 automatic (for describing gears) 3 empty

4 maximum,

insurance cover if you damage the hire car 2 pickup
< TG T Do o gy
S Economy2dr | £262:06 | £138.00 | BOOKNOW
[k | |
‘ x1 | Manual ’ : !
i | (€199.00) |

' No air-con* - =

: :
- P Economy4dr | £206:60 | £141.00 | BOOKNOW
*ﬁxl Manual ' .

X2 X2 | (€203.00)
G E ' No air-con/*’
X1 Economy | £22506 | £153.00 | BOOK NOW
’ ﬁxl 4drfa/c
X2 x2 Manual (€220.00)
Air-con
- R '
' X1 | Compact £374-08 | £252.00 | BODKNOW
i ﬁxz 4dr /autoa/c :
x2 x3 Auto ’ (€363.00)

E G Air-con :
Q G | fitted *

IMPORTANT INFORMATION on the size of the car (unless you purchase the
Minimum driver's age is 21. Drivers 18-20 will be ‘holiday auto damage excess waiver’).

subject to a surcharge of R100 per driver.

Your car will be supplied with a full tank of fuel Creditcard payments must be in the name of the
and must be returned full. lead driver.

You will be required to leave a deposit of R1,000. | confirm that | have read and understood the
Ifthe car is damaged, you may be charged an important information above and the car rentals
excess of between R980 and R4,900 depending terms and conditions section. O

Your booking
Customer name: [Jacobson Mr]
Destination: [South Africa)

Pick-up location: [Cape Town
Airport]

Drop-offlocation: .....ccccocvveriiinnne
From: [11 August] To: coeeiiereeeeennes
NO. of days: coceereiivieriiiiereceeeereenees
AEE OFATIVER: ioivvamsstsrssias i
Carselected; Jiuiaiiieiicnnasmrnrine

Upgrade your car now to
[0 s5-seater4dra/cforanly £3
extra perday

Pre-bookable insurance
options

collision damage waiver
third-party liability

holiday auto damage excess
waiver

cancellation protection
windscreen replacement cover

o0 gooog

Extras payable locally at time
of pick-up

additional driver

baby seat 0—1 years

baby seat 1-3 years

child seat 3 years +

roof-rack

o0oogo



You could drive a car around
the world 4 tIMES with the

amount of fuelin ajumbo jet.

Listening
Car hire dialogue

1 @) Listen tosomeone picking up a car from the car hire

desk at Cape Town airport. Complete the online
booking form on p.8.

2 (p Listen again. Complete the questions used by the

assistant for each of the prompts from a training guide.

I 1] Offerhelp
. Can

2 = Find outname
| What

o

Online booking?
Was

4 | Offerupgrade
| Would

o

Check drop-off
You're going to drop it off in ten days' time?
Is

(=]

Ask age
| Canyou

7 | Offer additional insurance

Do you
8 | Check/ offer extras
. Doyou
9 | Askage of child
| How old

10 | Anythingelse?
. Isthere

11 | Getsignature

Could you

12 | Askmethod of payment
How will

9

3 Usethe questions to practise the dialogue with a partner.

Arrivals 9

Pronunciation

Look at the names of different makes of car. How
would you pronounce them in yourlanguage?

Make of car Pronunciation
1 Chrysler a /f>:d/

2 Citroén b /tor'jeuta/
3 Ford ¢ /'aupl/

4 Hyundai d /'krarzle/

5 Mercedes e /mo'serdiiz/
6 Opel f /'sitran/

7 Renault g /'hij'onday
8 Toyota h /'renav/

2 Match the names with their phonetic transcriptions.

() Listen to the names. Compare the English
pronunciaticn with the pronunciation in your own
language. Pay attention to

1 which syllable the main stress is on
2 which consonant sounds are different
3 which vowel sounds are different.

Practise the English pronunciation of the different
makes of car.

Speaking
Car hire at an airport

Work in pairs. Student A, you are the custormer. Choose
acar fror the form on p.8 and invent booking details
as you wish. Student B, you are the carhire agent.

Role-play the conversation, following these stages.

. Greeting Ask for payment
Ask narae . Check for any
Make special offer otherrequests

- Check booking details + Explain collection
Check insurance options arrangements
Check extras Say goodbye

Now change roles.
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Whatis it?

Vocabulary
Arriving and moving on

T Lookat the list of arrival places. Where do you find
them?

EXAMPLES
at an airport, at a seaport, at a land border

1 domestic /international S border control
terminal 6 immigration

2 terminus 7 harbour

3 arrivalslounge 8 meeting point

4 Customs

Z What happens at each place?

3 Match a word in A with a word in B. There may be more

than one possibility.

A B

1 accommodation 3 booking service
2 car b bus

3 oity ¢ centre
4 connecting d desk

S information e flight
6 rush f hour
7 scheduled g lounge
8 shuttle h rank

9 taxi i rental
10 transfer j service
11 transit

4 Complete the arrival information sheet using words
from 3.
Ifyou have a ! flight, please go to the

2 lounge.

Thereisa 3 bus between the airport and
the city centre. Thisscheduled ____ 4takes
approximately 30 minutes (45 minutes in the

5). Alternatively, you can go

tothe________ Srank.

Ifyou have pre-booked thetransfer 7,
please go to the information 8 to meet your
driver.

Ifyou have pre-booked a hire car, please go to the
9 desks.

Reading
Cape Town arrival information

In pairs, read thase questions. Which of the words from
Vocabulary do you think will appear in the answers?

1 How long will it take to drive from the airport to the
city centre?

2 What transport services are available fromthe
airport to the city centre?

3 Where can you find a taxi?

4 How much will 2 taxi cost?

S Where do the intercity buses and mainline trains
terminate?

6 Where can tourists find information?

Read the text and answer the questionsin 1.

3 Look at the text again. Find examples of sentences that

include the following words.

there is / there are operate(s)

you'll need terminate(s)

you'll find best place

if everything you need
must

For each sentence you found, write a different sentence.
EXAMPLE

(from the text) There’s a scheduled service to the main
train terminus.

(different sentence) There's a minibus service to the city.

Find out

What are the nearest international points of arrival to
the place where you are studying? Research the
different points - by air,Jand, and sea (if appropriate) -
and find out as much about them as possible.

Writing

Arrival information

Write an arrival information sheet for your city or
region. If appropriate, include sections on

general airival inforrnation  # other arrival points
o airport tocity /towncentre » carhire
» intercity buses and trains information.



Airport

Cape Town International Airport (flight information, tel:
934 0407) is on the Cape Flats, 22 km and half an hour’s
drive (longer during rush hour) from the city centre.

Intercape operates two shuttle buses from the airport:
there’s a scheduled service to the main train terminus,
running on the half hour and costing R30. From their

office in the international terminal they operate a door-to-

door transfer service which goes to anywhere on the
Peninsula.

A cheaper door-to-door option is the 24-hour
Backpackers Airport Shuttle, a minibus that takes
passengers from the airport to anywhere in the city
centre, The service operates in response to demand,
which means you'll either need to pre-book orwait up to
45 minutes for them to get to the airport.

If youwant to travel by car, there are taxi ranks outside the
terminals (about R100 to the city centre), Please note that
taxis must display the driver’s name and a clearly visible
meter. Inside the terminals you’ll find the desks of the
major car rental firms. There are no trains from the airport.

Intercity buses and trains

Greyhound, Intercape, and Transluxintercity buses, and
mainline trains from other provinces, all terminate in the
centre of town around the interlinked central complex
that includes the railway station and the Golden Acre
shopping mall. Everything you need for your next move is
within two or three blocks of here.

Information
The best place for information is the Cape Town Tourist
Information Office, on the corner of Burg and Castle Sts.

Arrivals 11
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Checklist

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

I can use different expressions for
welcoming

[ can greet and make introductions
I'can carry out a car hire dialogue

I can write about arrival information

Key words

Greetings
handshake
hospitality
welcome

Arrival and transport
arrivals lounge
border control
docr-to-door

hub

rush hour

taxirank

transit lounge

Car hire

automatic (gears)
CDW —collision damage waiver
drop-off

excess

manual (gears)
pick-up

pre-book

roof-rack

(fuel) tank
third-party liability
upgrade
windscreen

Next stop

T What can you remember about the first
time you stayed in a hotel? Tell your
partner.

2 Doyou like staying in hotels? Why (not)?

3 Howdo you think people who travel a lot
feel about hotels?
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2 A place to stay

Take off

» Questionnaire
1 i\l/izt;il‘;::ll::ec;?tions in the questionnaire with U se I'S’ percepti i Of hote | .
2 Which two options would you choose? Why? What's a hotel for you? Choose one or two of the options below.
3 Which option has no picture? a Abedforthenight O e Abitof luxury oncein a
4 What do you think this option means? : ﬁ;::i:;f;::ay E : :\W;I:Sce ., ol 0
d The office when away let your hair down O

from the office O

o
Reading
Client perceptions of hotels
1 Workin pairs. 3 Which is most iraportant for you when you travel away
1 The questionnaire in Take off was given to the frora home - feeling comfortable, feeling secure, or
guests of a major hotel company. Why do you think letting your hair down?

the company did the survey?

2 Who do you think the company sent the results to? Dear Colleagues

a thecompany’s hotel managers
b their hote] staff

Please study the
¢ thestaff at the local hotel training school

_ _ enclosed results of
Read the start of the memo and see if you were right.

OUur recent survey on
2 Now read the rest of the memo and answer the questions. - ‘ Y
client perceptions.

These should then be

commented on in your

1 Which of the results do you find most surprising?

2 Why is it difficult to define what Tuxury’ means to
individual guests?

3 There are many ways a hotel can make jtself a : S
"home’. Can you think of three? HERLSEalt training

4 What can a hotel do to be seen as a real ‘office away session.

from the office’?

5 Can you think of examples of film stars or pop stars
‘letting their hair down’?
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Option A 32.8%

No surprise here — travel is tiring,and the average
human body needs seven to eight hours’ sleep a day.In
this respect, the hotel responds to a basic, physiological
need,and so above all else, we must provide a
comfortable bed in a quiet room.

Option B  8.6%

Everyone needs to feel safe, so our hotels clearly have
to generate a feeling of security.VWe can do this in simple
ways: all rooms should have a solid door and lock: the
reception area should always offer a sense of order; staff
should never run or appear stressed, etc.

OptionC  7.1%

The need to feel at home is equally important for
frequent and less frequent travellers. However, while
frequent travellers feel this way because they are not at
home often enough, less frequent travellers appreciate
the ‘home from home’ touch in a hotel precisely
because of the strangeness of their new surroundings.
Two obvious ways of making the hotel feel like home are
a genuine smile from all staff that guests meet,and the
use of the guest’s name whenever possible, Please
brainstorm others in the training session.

OptionD 17.3%

Business travellers also have professional needs. In
general, we probably need to improve what we offer
here. An internet connection in a corner of the lobby is
no longer enough.

Option E  31.4%

This should not come as a surprise. Our self-esteem is
important to cur overall health.The ‘feel-good’ factor of
staying in hotels, then,is something that we need to
keep in mind constantly as service providers. Please
note, however, that exactly what each guest means by
‘luxury' is not so easy to identify.

Option F  2.8%

This may be a surprise.We have too often assumed that
for people away from home and on their own,a hotel
would seem to be a great chance to do all those things
they wouldn't normally dare to do.No colleagues,no
friends,no family, etc! This turns out not to be so.

In this unit

® how guests see hotels

® registering new arrivals

@ prepositions of place

® hotel services

® the structure of modern hotels

Find out

T Use the questionnaire from Take off, and survey your
family and friends about how they see hotzls.
Translate the questions if necessary. Interview ten
people and invite them to corament on their choices.

2 Combine the results of the whole class.

3 With a partner, work out the percentages for each
option and then produce a chart.

4 Use the comments from the interviews to illustrate
your chart.

Customer care

Welcoming guests

Eight simple rules for welcoming guests

Smile when you greet the customer

Listen to what the customeris saying

Make eve contact, but don't stare

Make sure you look interested

Address the custorner by name

Don'tinterrupt the customer

Keep a reasonable distance from the customer, not
too close and not too far

Always thank the customer when appropriate

In groups of three, practise welcoming each other to
your class ‘hotel’. Take turns to be

A thereceptionist —ask sorae simple questions,
e.g.about the journey

B the guest—get the information you want

C the monitor —watch the receptionist and see how
many of the ‘eight simple rules'he or she follows.
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Key cards greatly increase security in today’s hotels.
They are re-pcogrammed for each new guest, are
cheaper to produce and replace than conventional keys,
and can also be used for access to other hotel facilities
such as the gym, or even the lifts.

2 Coruplete the flow chart for the registration of a new

Vocabulary
New arrivals
1 Match the terms in A with the definitions in B.

A B

1 toaliocate a a plasticcard with a magnetic

strip for opening a door

2 identification b a paper document to show that a
guest has already paid for a room

3 aguest o the level of importance a guest
history has for a hotel
4 akeycard d togive a guest a specificroom
5 preferences e acard showing details of a guest’s
stay in a hotel
6 room rack f animportant guest -eithera
regular (VIP 2) or a special guest
(VIP1)
7 aregistration g topassacredit card through a
card terminal to register the card
details
8 awalk-in h the computer screen or the board
that shows which rooms are free
9 guest status i acomputer file that shows details
of a client’s previous stays in a
hotel
10 to swipe j e.g.smokingornon-smoking
room, inside or outside room, near
the lift, etc.
11 aviIP k eg.adrivinglicence,a passport,

an ID card, etc.

12 avoucher | achance guest —someone who
arrives without a room
reservation

arrival using words from A.

FAlRMONT HOTELF DURBAN

Code: Chk.01
Revision: 1
Date: 21/04/20—

FRONT OFFICE PROCEDURES
Process: Check-in & Check-out
Subprocess: Check-in

Procedure 1 — individual arrivals with reservation
Greet guest
S

Checkreservation details on computer
N2

Ask forsomeformof 1
S

Check guest 2 for status and preferences
No history? = Subroutine 1

J
Check 3and
¢.
Check car parking needs
+

Complete registration card
J

4 suitable room

5 credit card (orrequest agency &if
appropriate = Subroutine 2)
N
Ask client to sign
N
Hand client registration card and ¥
N

Give room number and indicate location of lifts,
restaurant, etc.

S

Give details of breakfast service
NP

Welcome guest

7. Keep hotel section.
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Front office Why is it called the front office?
Because working in the front office makes
you the first and last person the guest sees
in the hotel. You will be responsible for the
all-important first impressions that the
guest receives.You can't get much more ‘up
front” than that!

Listening
Registration procedures
¢9 Listen and identify the three types of guests.

Type of guest Dialogue

1 New guest with a reservation

2 Regular guest (VIP2)

3 Chance guest

&y Listen to each arrival again. How were you able to
tell which was which?

9 Listen to the whole of dialogue c and complete these
sentences.

1 Good evening, sir. canl
you?

2 Couldljust some
please, Mr Scott?

the ?
4 Willyou be by card?
5 CeuldIjust

3 Andwill yoube

your card a ,

Speaking

Registering new arrivals

1 Guests with a reservation.

fae = )
25.04.08.

880 66 Brno
Al Czech g

=
i

Non-smcking, lower floors

please,to__it?

here on

6 Andifyoucould

the registration card?
7 And

is your card.

Pronunciation
Look at this phrase,

How can help you?

The word in bold is the key word in the phrase. We need
to be sure the client hears this word. Practise doing this
by saying the key word first. Then add other words,

like this:

1 ...help?

2 ...helpyouw?

3 ...canlhelpyou?
4 How canThelpyou?

¢y Listen and do the same with the other phrases in
Listening # until you are fluent with all of them.

1 Workin pairs. Student A, you are the receptionist.
Look at the information on the computer screen.
Check with the guest that all the details are correct.
If they are, issue the key card and tell the guest
which room and floor they are staying on. Student
B, you are the guest.

2 Now change roles and repeat the activity.

Guests without a reservation.

Student A, you are the guest. Go to p.108. Student B, you
are the receptionist. Go to p.116. Use the computer
screen to help you to register your guest.

Make up your own data. You can be a guest with or
without a reservation. You can be a regular guest (VIP
2) or a very important guest (ViP1). Act out your
conversation.
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I'recruit personalities.1 can feach someone how to run a hotel but

Ican’t give them a personality. If they're computer literate, then we can teach
them to use the hotel computer package they need to work reception. But if

there’s a guest in the lift and a member of staff too, they've got to have

personality. They can't just ignore the guest.

Georgily Kulyk

Hotel Mayakovsky, Kiev

@
Language sp°t The breakfastroomisinthe The lifts are over there next
Where things are basement. | to the concierge’s desk. '

1 Look at the hotel plan.

1 Find the breakfast room, the Cordon Bleu restaurant,
and the ground floor lifts.

2 Now find the hairdresser’s, the gift shop,and
Meeting room 1. Where are they?

3 &) Listento the receptionist and check your answers.

2 You are the receptionist. How would you answer these
guests?

Excuse me, where's the garage?

Excuse me, do you have a gym?

Excuse me, are there toilets near the wellness area?
Excuse me, is there a business corner in the hotel?
Hi, have you got a swiraring pool?

Vo W N

3 Work in pairs. Student A, you are the guest. Choose six
places inthe hotel. Ask where the places are. Student B,
you are the receptionist. Answer Student A’s questions.
Now change roles.

» Goto Grammar reference p.118

The restaurantis here on
the ground floor.

BASEMENT

LOWER
BASEMENT

Speaking
Tell me where
1 Think about the building you study in. Think of five

places a visiting student might need to find. Be the
student and ask your partner where they are.

2 Now change roles and answer your partner’s
questions.

3 Think about where you live. How many roors are
there, which rooms are they, and where are they?

4 Tell your partner about where you live. Your partner
has to draw a floor plan as he / she listens. When you
have finished, check the plan.
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The three-star Ostfriesiand Hotel in Norden, Germany,
has the world’s most unusual tariff system for rooms.
Guests pay according to how much they weigh at a rate
of €0.50 per Ki logra IT). Sorebody weighing
53 kg will pay just €26.50an Ight, including
breakfast.

4 Work in groups. What hotel services can you think of

L ]
Reading
Hotel services
Look quickly through the hotel leaflet below. When
would you expect to be given this leaflet?

1 onarrival
2 onleaving the hotel
3 onasking about a particular hotel service

Read the leaflet again and write T (true) or F (false).

1 The hotel can make photocopies for business guests,
but charges for the service.

2 The hotel has car parking for only a few cars,sc it is
best to reserve a parking space before you arrive.

3 The hotel accepts all disabled guests.

4 You can check out of the hotel by yourself using the
TV in your room.

5 Youare not allowed to take food to your room.

6 You can leave a mobile phone charging its batteries
in your room while you go out for a meal.

Find all the prepositions of place in the texts.

Fax and photocopying
services are available at Reception.
Prices on request. There is a
modem socket in each room for
internet connections. Any calls E
that are made will be charged to

B usiness services D isabled facilities

The hotel has alimited
number of bedrooms suitable for
the partially disabled.

xpress checkout
This facility is available via

for the letters of the alphabet that did not appear in the
leaflet?

Writing
Hotel information

Work in groups of four or five. Make a list of all the
services a hotel can offer in the following areas.
eating and drinking
recreation and relaxation
» business services
room service and facilities
local transport and other services

Take responsibility for one of the five areas. Write the
texts for the informatjon for your services.

Swap texts. Check one of your partner’s texts for
mistakes. Check especially the prepositions of place.

Together prepare a Services Directory with all of your
descriptions.

G reen policy
The hotel has adopted

some policies in the interest of the
environment:

Only towels left in the bath will be
changed.

To conserve energy, the electricity

your account.

C ar parking
There are a limited number

of spaces at the hotel available on
a first come, first parked basis.

All vehicles parked in the car park
are parked at the owner’s risk.
The hotel accepts no
responsibility for any loss or
damage caused to cars parked

in the car park.

your TV. Switch your TV on, press
INFO on your remote control, then
choose option 6 to view your
account, and option 7 to check out
of your room.

F ood

A wide variety of Takeaway
Menus are available at Reception.
Takeaways can be enjoyed in the
Bar on the ground floor, the
Breakfast Room on the first floor,
or in the comfort of your bedroom.

supply to your room is controlled
by the box on the wall near the
door. To switch on the power,
place your key card in the slot in
the top of the box when you enter
the room. Remove the key card
when you leave, and the electricity
will be switched off automatically.

H eating
The hotel has heating on

from October to April.
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I.istening 3 (y Listenagainand answer the questions.
1
The staff structure of hotels ZZ};::)does the food and beverages department
1 Look at these hotel staff titles. Say if the people would 2 How many housekeepers does Carlotta have in the
workin high season?
1 the front office 3 Why does Roberta prefer the term housekeeper over
2 housekeeping chambermaid?
3 food and beverages. 4 What does Silvio do?
kitchen assistant
chambermaid
concierge
front office manager
head chef
head waiter
housekeeper
porter
receptionist

2 () Robertais the General Manager of the Hotel
Concordia in Milan. Listen to her talking about the staff
structure of the hotel and complete the diagram.

General Manager

Front office r Housekeeping —‘ Food and beverages

Restaurant, bar,
and cafeteria

\ l I

Rooms Maintenance Kitchen

1 I | l

Waiters Chefs
(6) 3)

(2)
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ﬁ

Checklist

Assess your progress in this unit. Tick () the

statements which are true.

| can understand reports describing guests’

perceptions of hotels

[ can register different types of arriving

It’s my job

Grzegorz Rosinski

Grzegorz works as a concierge in a hotel in Krakow,
Poland.He says there is nevera dull moment in his job,
which brings him into direct contact with guests every
day.What sorts of skills do you need to be a concierge?
What sorts of things do guests ask? What have hot-air
balloons got to do with Grzegorz's work? Read on and
find out.

Can you tell me three things you need to be able to do
your job well?

You need to be a bit of a psychologist to understand your
guests.That's a key part of good customer services.You
need English to be able to speak to international guests.
And you need good communication skills.

How about three things you do most often?

1 Make dining reservations and obtain tickets for events

2 Provide information about local facilities and services
such as shopping, dining, nightlife,and so on

3 Make travel arrangements

What do guests ask you for most often?

What is there to do in the city? Can you recommend a
nice restaurant for us? What is the local food? Where are
we on the map? How do | get to the airport?

What’s the thing you most like doing?

Planning special events, discos, parties, and celebrations.
It includes booking performers and celebrities, and | get
to meet them.They’re often really nice.

What’s the most unusual request you've
ever had?

That’s easy! We had a couple on their
honeymoon and they wanted to see the city
from a hot-air balloon. It was easy to find

a balloonist, but we couldn’t get permission
to fly free over the city. In the end the balloon
was launched in a park behind the hotel,
but tied to the ground all the time.

guests

{cantell guests whered

ifferent hotel

facilities are in the building

| can give accurate information about hotel

services and facilities

I can understand people talking about hotel

staffing

Key words

Nouns
chambermaid
chance guest
concierge

food and beverages
front office
guest history
guest status
housekeeper
identification
key card

kitchen assistant
maintenance
registration card
room rack
survey

VIP

voucher

walk-in

Verbs
allocate
charge
register
swipe

Next stop

1 Have you ever had to find out information
on tourist attractions and services (e.g.
opening times, entrance costs),or trave!

facilities or times?

2 Where do you obtain this information?

3 What doyou think is the best way to get

this information?

4 Do you have any examples of good or bad

information service?
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3 Tourist information services

Take off

1 How many different ways of providing information to
tourists can you think of? Use the photos to help you.

EXAMPLE
printed brochures and leaflets
2 What types of encounters with the public do they
involve?
EXAMPLE
face-to-face (at a Tourist Information Centre)
3 What types of questions do the public ask?

EXAMPLE
Directions (How can I get to the castle?)

Vocabulary
Information types

1 Which of the headings (a-i) from a tourist information
website will give information on

1 accommodation? a What'son
2 events? b Walks and tours
3 attractions? ¢ Book-a-bed-ahead
4 children’s activities? d This month's featured
5 transport? events
6 guided tours? e Places to visit
7 ernergencies? f Emergency health care
g Placestostay
h Family fun
i Getting about

2 Which of these words do you associate with

1 aTourist Information Centre?
2 awebsite?
3 otherinformation sources?

a click i FAQs

b display rack ) helpline

¢ recorded information k listings

d leaflet 1 maps

e home page m touch screen
f reception n interactive

g callcentre o customer care
h search

¢ Tt Toonar s Thadmt = M

@50

Jedrok

Eor-Towem
Long Sy wgrag
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*

In this unit

@& Tourist Information Centres
@ giving directions

® making recommendations

Reading
Tourist information Centres
Read the article.

1 How many ways of presenting information are
mentioned?

What services are mentioned?
What skills are important if you work in a TIC?
Can a website provide the same services asa TIC?

Vb W N

What are the relative advantages and
disadvantages of TICs and websites as sources of
information for tourists and visitors?

Inside tourism: information

Tourist information comes in a variety of forrus, but
the two most important are probably Tourist
Information Centres (TICs) and websites.

TICs are found in city centres, major resorts, and
transport termini. Tourist information offices, which
may be smaller than TICs, are also found in smaller
towns and rural areas. Inside the TIC there will be
displays of leaflets and brochures on local attractions,
entertainment venues and events, transport
information such as timetables and schedules, and
listings of accommodation providers. Many TICs have
touch-screen facilities and interactive information
displays, as well as trained staff.

Staff will be expected to provide information on a
range of areas — such as which restaurant provides a
high chair for a baby, the best place for a scenic walk or
drive, how to get to local sights, and where the nearest
toilets are. Some TICs will have an accommodation
booking service, including booking accommodation at
the next destination for tourists who are travelling
around the region. They may also be able toreserve
theatre tickets, arrange car rental, book an excursion or
a guide, change currency, and even make an
emergency dental appointment.

Towork in aTIC, a pleasant and helpful personality is
essential. You should have a good telephone manner, be
able to work with computers, and have good written
skills. Knowledge of a foreign language is also useful.

Customer care
Assessing customer types

Customers come in all shapes and sizes. Workingin a
Tourist Information Centre, you will meet people with
very different characteristics and ways of behaving.

Here are some customer types. Do you recognize any of
the types from people you know or have dealt with?

The questioner: asks Jots and lots of questions even
though they don't really need to know

Straight to the point: wants a clear simple answer to
their query, and nothing extra

Empty head: not sure what they want to know, but
feel they ought to ask something

The shy one: wants help but won’t ask for it
Know-it-all: wants to tell you how much they know
The sponge: fascinated by everything you have to
say and absorbs all the information

How would you deal with these customertypes?
Would you treat them all the same?

Find out

Research information services in your city or region,
for example

Tourist Information Centres
websites

guidebooks.

Collect as many examples of tourist information
material as possible, including (if possible) English-
language information material. Make sure you have at
least one street map. This material will be usefulin
some of the later activities in this unit.
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L] [ ]
Listening
Tourist information
1 §) Listento these extracts from different sources of
tourist information. Decide if the information is

a arecorded informationline
b given face-to-face
¢ froma phone helpline.

2 ¢y Listen again. What information is the enquirer
asking about? Choose from this list.

1 2 3 4 5

a sightstovisit

b visas

¢ train availability

d theatre tickets

e artgalleries

f booking
accommodation

g currency exchange

h guided excursions

i child-friendly
restaurants

j localmaps

3 Readthelistening script on p.129 to check.

4 Note down the expressions that the tourism
employees use to offer help.

Speaking
Giving information

1 Workin pairs. For each of the nine website headings
a-i inVocabulary 1on p.20, thirk of a piece of
information for your city or region.

2 Corapare your information with another pair.

3 Take turns torole-play dialogues in the TIC asking for
and giving information on the different headings.

Listening
Howdolgetto...?

Look at the map of Southwold, a seaside resort in
England.

Describe the Jocation of the following places, using the
preposition in brackets.

1 TIC (next to) 5 Sailors’Reading

2 disabled toilets (opposite) Room (atthe end of)
3 disabled toilets (between) 6 school (near)

4 Town Hall (on)

KEY ' B .....

Tourist Information

a
Centre
P

Parking
Chaurch

‘-'»'Ctdh Toilets
(including disezbled)
@®  Public building

@  Tourist attraction
or landmark

North Parade
Gardens

@ Library

Church of
St Edmund

® Schoal

Museum ® Lighthouse |

1S yaunyy

@ Town Hall

— e R

Market Place

Room

[=]
e
©
©
>
w

0923
i

= Gun Hill
Sl Cannon
@
Gun Hill
@
Lifeboat Museum




Where do you
find them?

2 () Listen to a tourist information officer giving
directions from the TIC. Follow the routes and identify
the places he is describing.

3 () Listen again and complete the directions.

a When
right and

1 of the Information Centre, turn
2the High Street. Walk on
through the Market Place *aforkinthe

road. If you take the *and go along

Queen Street, 5 sorae nice antique shops
and a small art gallery and eventually 6
agreen hill. the hill 8the

cannon and you're there.

b Thebest wayis to 1Church Street~it's

just 2to the right; can you see it? If you
turn right 3 Church Street, 4
alovely little green and 5the lighthouse
-youcan’t 81t Just 7the

lighthouse and then the seafront is just

# you. When you get to the seafront,
10 the
beach or the cliff. You'll see it in the distance sticking

?and you can either

outtosea.lt 1 any longer than fifteen

minutes.

I
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® Language spot

Giving directions and prepositions of
movement

1 Which of the following are spoken by someone giving
directions?

The best waytogois...

Howdoyougetto...?

Do you want the most direct route?

1f you turn left here, ...

'm trying to get to the station.

What you need todois...

VR W N~

2 Match the phrases in A with the places in B. There will
often be more than one possibility.

A B

—go along ad the TIC

2 walk towards b thehill

3 comeoutof ¢ thestreet

4 getto - d abus )

S walkonthrough e th_ecitycentre

6 turnrightouto; f thebar
-7_turn_rightat g thepark

8 reach h theforkinthero;d_
S; take  theright-hand turn
10 gopast j the market i

3 Choose two of the pairings and try to link them using
if, when, until, or and.

EXAMPLE
Go along the street until you come to the market.

4 Inpairs, use the map of Southwold to give each other
directions to different places.

5 Use some of the maps you collected in Find out to
practise asking for and giving directions in your own
city or region.

»» Goto Grammar reference p.119
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Top three annual European Amusement / Theme
Park Admissions

1 Disneyland paris = 12.0 million
2 8lackpool Pleasure Beach, UK = 6.0 million
3 Tivoli Gardens, Copenhagen = 3.9 million

Pronunciation 3 Read the extracts from Tourist Information leaflets and

websites. Check your answersto1and 2.
T @ Listen tothe phrases from Language spot. Notice

how the words link together.

L iverpool, European Capital of Culture in 2008, is a
vibrant modern city in the north-west of England

2 walk _on S tumnleft_at with a rich maritime, cultural, and architectural history,
and a reputation for musical and sporting excellence.

1 come_out of 4 turnright out of
v/ v/ v )

3 head up

2 Consonant or vowel? Choose the right word and
complete the rule about linking.

When a word ends in a consonant / vowel and
the next word begins with a consonant / vowel,
we link the words together.

3 Practise saying these phrases, paying attention to the
linking.

Walk along the street.

Turn left at the shops ...

Come out of the market...

Go pastaforkintheroad...

Walk on past abus stop ...

Head along this street and up a small hull.

N oy Y s W N

Turnright at the museum, then go left at a fork in
the road.

8 Turnleft out of the TIC, head up a hill, and go past a
park.

Reading

Liverpool

et A rEmons about Liverasel? Use the sickureat (11 Wotripto Liverponl is complete without @ visit fo eifes
atdo you Xxnow aoout Liverpool? Use tne pictures 1o f 5 v
help you, Do you know anything about the maritime, fnfiefd, home of fiie famous Livernool Faotball Cluf. or

cultural, and architectural history’, or the ‘musical and Goadison Park, home of their rivals Everfon.
sporting excellence’?

2 Which information category 1-5 do you associate with

adjectives 2-i7 Lwerpooi is argua bly best !mown for The Beatles lp'

andyou can find reminclers el thelr unique %

; nightlife 2 ZCU'V‘? f famO‘}S Iegacy all overthe crty The Cavern Club, where '
: iiﬁgping ; d::izé‘:eﬁ ﬁ t‘r’::;;ous The Beatles gave their early performances is

4 accormmodation  d diverse L wild wellworth vIsitmg Don’tleave Liverpool

S theme parks e exhilarating




out, then why not visit
the waterfront Albert
Dock complex where
you can find bars,

. In a city with such a

wealth of musical
achievement, you would
expect a dazzling and
diverse nightlife. And restaurants, and club
that’s exactly what venues, as well as the
Liverpool offers. If you're | famous Tate Gallery
looking for a good night Liverpool?

During the day, why net try some 'retall
therapy'? Livemool City Centre boastis
some of the largest big name High Strest
stores in the country, and at Albert Dock
vou ean find many trendy designer stores,

As you'd expect for acity of this size, there is a
huge choice on offer. Whether you‘re after a
luxurious four-poster bed in a modern
international hotel or a bunk bed in a city centre
hostel that's within walking distance of the bars
and clubs after a wild night out, our
Accommodation Booking Service can make a
booking for you.

Ifyou want to get out and about and be active, you
could start at Pleasureland at Southport: it’s
exhilarating entertainment for all the family, and home
ofthe Traumatizer roller coaster —a must forall thrill-
seekers.

® Language spot
Recommending and promoting
1 Look back at the extracts in Reading.

1 Find three examples of sentences using You can
find....

2 Find examples of sentences starting with ifand
whether. Which of thera is used when giving two
options? .

3 Find the word must.Is it used as a noun or a verb?
What preposition follows it?
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2 Find examples of these words and phrases and write

out the recommendation expression in full.
1 without (x 2) 3 worth
2 whynot 4 youcould

Which ones use the gerund or noun {e.g. visiting ora
visit), and which use the bare infinitive {e.g. ¢6 visit)?

3 Complete this description of Copenhagen.

1you’re a lover of history or a lover of
culture, Copenhagen can offer you a fabulous
experience. You can 2 [ots of examples

of interesting architecture, and Rosenborg Castle,

home of the crown jewels, is well 3
visiting. A trip to Llegoland isa___ 4 for all
families with young children. 5you're
looking for a relaxingwalk, ¢ not visit
the Tivoli Gardens? Finally, don’t z
Copenhagen 8 visiting the harbour to

see the Little Mermaid statue.

4 The expressions listed in 1and 2 are mainly written

ways of making recommendations. Look at the list of
expressions below. Which ones

are mainly spoken forms?
are mainly written forms?
could equally be written or spoken?

IfIwere you,Id...

One of the best experiences you can have is ...
I've got an idea: why don’t you ...

I'd recommend -ing ...

There'snobetterplacefor ___ than...

You might like to think about ...

Have you thought about ...

Your best optioniis ...

For a really memorable experience, you should ...

- 5ga Sh O L0 O W

Complete the spoken expressions for a visitor to your
city or region. Use a different information topic each
time (e.g. accommodation, nightlife, shopping). Make
recommendations to your partner.

» GotoGrammar reference p.119
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branding (n) the use of a particular name, symbol,  flea market (n) a macket, often in a street, that
and design for a company’s product so that sells old and vsed goods

people will recognize them innovative (adj) creating new things, ideas, or

citizen (n) a person whoiis legally accepted as a ways of doing something

member of a particular country off the beaten track in a place where people do

not often go

Where in the world?

Read about the award-winning Copenhagen Tourist
Information Centre.

1 What type of information does it give?

2 What is unusual about the way in which the
information is presented?

3 Do you think a TIC like this would be good in your
town or city?

The Copenhagen Right Now tourist information office is very
popular indeed. Last year, more than 400,000 tourists
visited the redesigned centre just opposite the main enirance
to Tivoli Gardens.

Now, the tourist information centre has been awarded the
annual prize for best branding by VisitDenmark, the official
Danish board of tourism.

The prize is a recognition of the innovative and highly
usercentred design concept. The idea was to build a hub for
the information that visitors truly want when
visiting Copenhagen — information about
what is happening right now.

This information is not traditionally found in
fravel guides or agencies. For instance,
Copenhagen Right Now guides the visitor
fo inferesting spols, local venues, and other
locations off the beaten track.

Tourists can discover such things as: where do
the locals go for a good cup of coffee, or how
does one see Copenhagen in three hours ...

A collection of display cases takes relevant
information such as posters, flyers, and the like
from the city’s fences, and is a reflection of
what is happening in the city right now, from
flea markets and hip hop concerts to ballets
and operas.

A datobase of citizens of Copenhagen tells the visitors
which shops, restaurants, bars, and parks the locals like and
dislike, in order to let the visitor know what the ordinary
Copenhagener finds cool and uncool.

Read more about Copenhagen Right Now at
www visitcopenhaaen.dk or visit the centre at:
4A Vesterbrogade, Copenhagen V, Tel: +45 70 222 442.
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Checklist

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

I can understand and describe different
ways of giving tourist information

— R . | can give directions in spoken and written
forms

L TR]
Writin
g I can make recommendations in spoken and
Recommendations written forms

Write a fourist information advice and

recornmendation sheet for your own area. You should _
include the following sections. Try to use all of the Key words

expressions from Language spot.

Nouns Adjectives
callcentre child-friendly

Tourist information in .00 displayirack dazzling

i g FAQs designer

helpline disabled

A general description home page exhilarating
leaflet interactive
lighthouse maritime
listings trendy

1 recorded information

Information on natural features
seafront Verb
statue click

touch screen
tourist information centre
Places to visit (e.g. museums, historic (TIC)

buildings)
N e L
Next stop

Nightlife and entertainment 1 What does a holiday representative for a
tour operator do?

2 Have you ever seen a tour operator’s
holiday rep at work meeting new arrivals
Shopping at an airport or working with tourists in
a hotel?

3 Have you ever been on a holiday where you

were met by a holiday rep?
Accommodation

Other important information
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4 Holiday rep

Take off Z Which picture is not about a type of holiday rep?

1 Lookat the pictures. Choose one that shows something 3 Matcheachof the three texts with a picture.
you have done. Tell your partner about it. Tell your partner the connection.

Two years ago | went o Crete with two of my friends.
It was a brilliant holiday. The weather was perfect and
| loved the way of life, so after speaking to one of the
reps | decided not to go back to Britain. And now I'm a
rep! And here comes my group — botnd for the
airport and home.

— Thisisajob for people who really love
the outdoors. We're outin all weathers -

putting up and taking down tents, cleaning,

EE .. ) _ organizing activities. Mostly the weather's
(trained as a teacher, but  didn't want to go straight fine, butifit's rainy, it's hard work. And if

intoa full-tlmejob. Sol Fa.rr.ae out here for a'season, | it's windy, it's almost impossible!
organize games and activities, sports sessions -
anything to keep the kids busy! | love working with
them. The teaching? Maybe next year!



Listening
Arep for all seasons

Look at the types of rep. What do you think each one
does?

1 Campsite courier 4 Clubrep 7 Transferrep
2 Chalethost 5 Faraily rep
3 Children's rep 6 Skirep

&) Listen to four reps introducing themselves. Write
which type of rep each person is under their name.
Look at the duties and responsibilities in the table.

1 Do you understand them all? Use your dictionary if
necessary.

2 Guess which duties are true for Jason and Luke.
Mark each one with a tick (v/).

3y ListentoJason and Luke and check your answers.

4 Who seems happier - Jason or Luke? Bow can you
tell?

5 Which of the two jobs would you prefer? Tell your
partner why.
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In this unit

@ types of holiday reps

® giving a welcome meeting talk
® advice and obligation

® holiday health

® tips on tipping

Speaking
A day in thelife of ...

1 What do you think the duties are for the othertwo
reps? Mark them with a cross (X).

2 Compare your guesses with your partner’s and explain
your choices.

3 Work in pairs. Student A, go to p.110. Student B. go to
p112.

1 Studythe job description. Order your
responsibilities from the most to the least
interesting in your opinion.

2 Introduce yourselfto your partner and describe
your job. Say where you work and what you do.
Explain what you like and don’t like about your job.

S Type of rep 1 Jason

Duties
and responsibilities ~—~

———

2 Luke 3 Katerina 4 Anne Marie

a Accommodation, health and safety
checks

b Answering customers’' queries /
problems

c Collecting_and balancing foreign
money

d Conducting welcome meetings / selling
excursions

e Guiding excursions

f Organizingentertainment,i.e.pool_
parties, bar crawls, party nights, etc.

g Performing in cabarets which can be
singing or games

h Transferring holidaymakef'-s toand
from the airport
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What essential kit
does a rep need?

Reading 2 Answer the questions.
Resort representative 1 ‘Representatives’work is seasonal’. What does
esorirep seasonal meanhere?
1 Holiday reps work very hard. Read the job description 2 "Hours of work are variable’. What does variable
and decide which aspects of their job mean here?

1 have to be done once with each group o

3 worki all ;
holidaymakers . ork in small groups

2 have tobe done once a day 1 Ma].(e alist of skills and personal qualities that a

3 have to be done several times during a holiday holiday rep needs.

4 mean being available almost 24/7 (24 hours aday/ 2 Which skills and qualities do you have? Tell your
7 days a week). partners.

So you want to be a resort representative?

The work Hours and environment

Resort representatives are the first point of contact for Representatives’ work is seasonal. Depending cn the
holidaymakers at their destination. They represent the resort / country, holiday seasons may run from April
tour operator, and aim to ensure the success of the onwards, October to January or January to April.
clients’ holidays. Hours of work are variable. Representatives often

work from early morning to late evening and at

' f holi k
Representatives meet each party of holidaymakers on dekands andicar Beon el Rl s

their arrival at the airport and accompany them by

coach to their accommodation. Usually, they hold a A driving licence is usually needed, as representatives
welcome meating soon after arrival to give the need to travel between hotels or other holiday
holidaymakers information about resort facilities and accommodation and may be responsible for a wide area.

attractions. - o
Skills and personal qualities

As a resort representative you should be self-confident,
with a pleasant. cheerful, and outgoing nature _

Resort representatives arrange regular times to meet
holidaymakers to make announcements and ceal with
enquiries and problems. They keep an informztion
board, and often a folder of useful information, up-to-
date. They may also arrange, book, and sometimes

accompany excursions and sightseeing trips and l.istening

arrange car or ski hire. Welcome to paradise!

In addition to this they need to be available at almost

any time to give advice, solve problems, and dzal with ... awelcome meeting soon after arrival to give the
emergencies such as loss of passports or money, holidaymakers information about resort facilities and
ilness, or difficulties with accommodation. attractions.

The completion of paperwork is an important
aspect of the job. This involves keeping records and
writing reports of complaints and incidents such

as illness.
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You are going to hear a talk about welcome meetings.
Look at the points covered in the talk and put them in

order. f describe excursions

a socialize briefly g check paperwork

b smile and welcome h check complimentary

¢ meettheresort manager drinks

d describe tourist i answerany questions
attractions

e describe hotel facilities

2 &y Listen and check your answers.

3 () Listen again. Answer the questions,

1 Whois giving the talk?

Whois listening?

When do the reps have to look for the resort manager?
How long should a welcome meeting last? Why?
What is important to sell excursions?

Why is it important to socialize?

[ K BN VN

Pronunciation

) Listen tothe words from the resort manager's talk.
How is the final s proniounced? Tick (/) the correct
column.

/s/ 12/ hz/

1 arrangements

2 arrivals

3 changes

4 customers

5§ drinks

6 excursions

7 facilities

8 notes

9 places

2 How is the final s pronounced in these words?

1 basics 5 documents 9 meals
2 beaches 6 fares 10 telephones
3 bikes 7 hours 11 timetables
4 buses 8 lifts * 12 tours

3 Practise saying the words, paying attention to the

finals.

Speaking
A welcoming talk

Work in pairs. You are going to give a welcome meeting
talk.

1 Readthe notes on the Sunseeker Holidays clipboard.
Use your dictionary if necessary.

2 Look at the first eight points. Use the rep’s notes and
decide what you would say for each.

3 Divide the eight points up. Student A, prepare and
practise four points. Student B, prepare and practise
the other four.

4 Together, give your talk to another pair, who will
mark you.

Sunseeker Holidays

Welcome meeting key points

Introduce yourself and partner. Introduce resort manager
Give contact telephones 954 667 8952 / o4 £99 562
Hotel basics
. meals—breakfast 07.30-10.00h / lunch 12.30-15.00h
/ supper 19.30-22.00h
. Sunseekers announcements board — wsually
reception area opposite lifts
problems with accommodation — 1s¢ hotel reception.
Not happy? Contact reps
Sunbathing
» how long —20 mins. max first few days
& sunscreens—minimum factor 15 - more for wose, ears, ete,
Local transport
y taxis — fares = mezre & tipping = vound up / 5%
local buses — timesables & fares — hotel ansuncements
board
bike, moped, & car hire — contact reps
Local attractions
» best beaches
» theold town

@ inland tours » excursions

local food, etc.
Any questions

Watch your two colleagues give their welcome talk.
Mark them from 1 (poor) to 5 (excellent) on

a clarty e coordination.

b speed

¢ fluency
d enthusiasm
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flirt (v) to behave towards sbas
if you find them sexually
attractive, without seriously
wanting to have a relstionship
with them

burn-out (1) the state of being
extremely tired or ill, either
physically or mentally, oecause
you have worked too hard

gossip (n) informal talk or
stories about other people’s
private lives, that may be
unkind or not true

it’s my job

Ameli Destivelle

Ameli works in Teigne in the French Alps. Here she gives us
her advice for surviving your first season as a ski rep. Check
you understand the headings for each tip.What do you
think Ameli is going to say about each heading? Read on
and find out.

Tips for surviving the season ...

Flirting A key part of any ski season. Workers shouid flirt
with each other a ict. But don't forget:‘the flirting stops
when you start taking it seriously.

Gossip Remember that gossip is an essential part of the
skirep’s world. Don't expect to have a‘private’ life. You
may imagine it's just the two of you in on your little‘secret’,
but do you really know who saw you leave together last
night?

Burn-out At the startof the season,you might want to
skiall day and party all night. Doing this on holiday is hard

enough, but try doing it when you've got to get up at 7.00
a.m.six days a week. Burn-out, often combined with flu,

® Language spot
Advice and obligation

Arneli’s advice is tor new ski reps. But what advice
should holidaymakers get?

1 Complete the sentences using avoid, don't, have to,
mustn’t, or should.

1 Inhotweather, you drink a lot of water

and keep the sun off your head.

2 ___ lyinginthesuntoolongduringthe
first few days of your holiday.

usually hits after New Year. Avoid

this by pacing yourself—get an - .

earlynight at least twiceaweek. == = ST
ynig r,',-' = A b

Fi

Dayoff There’sonlyonea
week, so most staff use it wisely
for either a big ski day or a big
sleep day. The ski-hungry should
check the forecast before getting
drunk - this is your one chance
to be first on the snow each
week and you don’t want to
wake up at 11.00 a.m. to find
you've missed the best powder
day of the season. i

Changeoverday There's noreal way to prepare you for
this. If you're working for a tour operator, there’s no doubt
this is the worst day of the week. For reps, a twenty-hour
day is not uncommon:flight delays, lost luggage, traffic
jams, and lost ski-pass photos will all feature.

3 goswimming after eating a heavy
mea) or drinking alcohol.

4 You jurap or dive into the hotel
swimming pools.

5 You put sunscreen on again after you
have been swimming.

6 You tell the rep and the hotel staff if
you are allergic to anything.

7 Inless developed regions, eating
uncooked dairy products, vegetables, and salads.

2 Which of the expressions give advice and which
describe an obligation?
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3 Now write advice about safety and security for visjtors.

1 converttraveller's cheques on a daily
basis.

2 carrymore cashthan you need.

3 __ comeoutoftheseaifthelifeguardstell
youto.

4 ___ Inowwhere the nearest fire exitis in
your hotel.

5 —__ openthedoorof your room to a person
youdon't know.

6 _ carryawalletin the back pocket of
your trousers ot jeans.

7 __ swimintheseawhentheredflagsare
flying.

use credit cards for larger purchases.
9 walking down dark streets late at night.

% GotoGrammar reference p.120

Vocabulary
Holiday health

T Look at the heal:h problems in B. How maany do you
recognize?

2 Canyou add any more expressions?

3 Match expressions in A with continuations from B.

A

w

arash

a sore throat
allergicto ...
an upset stomach
bruised
diabetic
diarrhoea
dizzy

red

sick
sunbuen
sunburnt
swollen
toothache
unwell

1

2 lvegol ..
3 |feel...
4 It's...

oja—x-‘—-':'m -~ 0o O n o™

4 Which are the most common problems for tourists

1
2
3

at a beach resort?
travelling in a tropical climate?
doing adventure tourism?

Customer care

H

ave you got the right attitude?

Every member of overseas staff is a representative of
the organization and should always have a positive
attitude to customers, acting in a professional manner
at all times.There are certain rules you must respect.

Decide which of these rules are in the ‘always’section,
and which are in the ‘never' section.

e 9 o O

10
11
12

Be loyal to the organization.

Respect the buildings and equipment where
you work.

Criticize the organization to, or in front of,
customers.

Be friendly and courteous with both
colleagues and customers.

Argue or swear in front of customers.
Lose your temper at work.
Drink alcohol at work.

Separate your private and professional life as
far as possible.

Respect the views of others.
Act in a way that could put anyone at risk.
Be honest and constructive.

Ask if there is anything you are unsure about.
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tip /tipsverb tip (sth) (up)to  container by holding or liftingit  to thank him / her: She'tipped

move so that one side is higher ~ atanangle: Tip the dirty water the taxidriver generously.

than the other; to make sth down the drain.The child tipped 4 tip sbisth (as sth/te de sth) to

move in that way: When (stood  all the toys on to the floor. think or say that sb/sth s likely

up, the bench tipped up and the 3 to give a waiter, etc.a small to do sth: This horse is tipped to

person on the other end fell off. amount of extra money (in win the race. He is widely tipped

2 to make sth comeoutofa addition to the normal charge) as the next Prime Mimister.
Reading Z Read the article again. Write T {true) or F (false).

. i 1 It'sagoodidea for tourists to find out about tipping

Tips on tipping before leaving home.

1 Readthe article and complete the table with the 2 Inlndia,you should tip a porter 10 rupees for
amount or percentage for each tip mentioned. carrying your bags.

3 If you are not sure how mu iv .
Taxis Restaurants Y ° chto give, be generous

— 4 Tippingis more or less the same in European
Belgium - - - countries.
Czech Republic 3 Which piece of advice about tipping was the most
Denmark surprising to you?
Egypt | B 4 Whnichcountryin the article seems most like your
—_— — country in terms of tipping?
India
Japan At the other end of the

spectrumn are countries
where tipping is a way of
life. The first word many
travellers to Egypt learn
is baksheesh (tip), and
anyone dealing with or
helping tourists will
expect a small tip, say,

5 or 10%.

|
|i How to tip in different countries

If you're travelling overseas on holiday this summer, the
preparations may already seem overwhelming — so the last
thing you're likely to worry about is tipping. You could
regret that, however, once you're sitting in the back of a
taxi, wondering how much to tip, if at all.

In India, for example, you could have saved yourself a
headache by finding out beforehand that you should round
the taxi fare up to the next 10 rupees and give porters

10 rupees a bag; if the concierge got you your taxi on your
way out to dinner, he would appreciate five rupees; and at everywhere. But this isn't
dinner it's appropriate to tip 10% of the bill, unless a service necessarily so. Take

charge is included. | restaurants. Some include service charges; others don't.

Tipping as an insult Even if there is a service charge, you may be expected to tip

; : ) L a little extra. In Denmark, tipping isn’t expected in
Tipping in developing countries and Asia is perhaps the PR :

o W d H e restaurants at all. In Belgium, Finland, Hungary, iceland,
MEstEON st O3 ORI ROICHIOIS @by NVQEH, Rithete Norway, Portugal, and Sweden, you should tip 10%, but
are often elhical and cultural factors to consider. Keen to

: S ; ) only if there’s no service charge. In Austria, the Czech
avoid an awkward situation, many tourists will be

i i i b Republic, France, Germany, Greece, Holland, ltaly,
gENCioLE OWEYEL TS strgtegy [Iaatnoypeds Luxembourg, Spain, and Ukraine, you should tip 5% to
acceptable as you would think.

10%, even if there’s a service charge.

In many cultures, for example particularly in Asian and Pacific D h

countries such as Japan, tipping is actually perceived as an 0 your researc

insult. You could even end up breaking the law — in Vietnam, Researching tipping practices is relatively simple.
tipping is illegal. Thereare...

When travelling in
Europe, it's easy to
assume tipping customs
will be the same
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Checklist

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

[ can understand people talking about the
work of holiday representatives

1 can talk about the different skills and
qualities holiday reps need

Find out ; ;
I can prepare and give a welcome meeting
1 Work with a partner. talk to new groups

1 Research tipping in your area. Find out how rmuch
tourism professionals expect to be tipped in
different situations, including

[ can understand texts talking about
tipping when on holiday

I can produce a leaflet giving advice on

a aporter carrying your bag to / fror the train holiday heafth,safety, and tipping

b ataxidriver
¢ inrestaurants
d aporter taking your bag to your hotel room _
: P y !
e a hotfal concierge for getting you tickets and Key Wﬂl’ds
bookings
f the housekeeper who cleaned your room Nouns Adjectives
g atourguide atthe end of the tour campsite courier allergic
h the bus driver at the end of the tour. chalet host bruised
2 Include any other people who you might give a tip to clipboard diabetic
in your area. diarrhoga dizzy |
3 Checkon the Internet to see if there is any advice for eptertalntrent S
health and safety checks sore
your area.
rash swollen
2 Tell the other members of the class what you found out. sunburn unwell
3 Listento the other mernbers of your class. Note down :2:;?; “ \L/J;rsi:t)le
any advice that you didn't already have. s
Verbs
sge socialize
Writing tip
Local ‘tips’ Sunseeker Holidays
Getting the best from your holiday Next stop
Travelling can be one of life’s great pleasures. But if you're away 1 When wasthe last time you ate out? What
and you become unwell, or if you have something stolen, then did you have?

your holiday can be spoiled completely. Sunseeker Holidays
wants you fo have the time of your life when you are at your

destination. Because of this we have prepared a few simple

precautions that you can take fo make sure you have a really 3 What's the nicest meal you've had as a
greattime ... tourist?

2 Doyou like eating local dishes when you are
on holiday? Why (not)?

4 What’s the strangest food you've ever
1 Work In pairs. Produce a leattet giving tourists advice on eaten on holiday?
health and safety. Include information on

» health and safety when sunbathing

» safety inthe sea and around the swimming pcol
+ security when siaying outlate

+ tippingin hotels, restaurants, taxis, etc.

2 Write an introduction for your leaflet like the one above.
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5 Eating out

Takeoff N [
_ . d 27

:':E’? '__-: Z_-;
- ) —

1 Match the different dishes with the flags.
Z What is your country’s national dish?

3 How would you describe this dish to somebody who
didn’t know what it was?

4 What three things would you recommend to a tourist
about the food of your region?

Listening
Our national dish

1 ¢y Listen to three people talking about their national
dish. Match them with the pictures and flags above.

2 Which of the three is happiest about their national
dish?

3 Which of them s the least happy about their national
dish?

4 Are you happy about your national dish?

5 Ifyou could choose ancther dish to represent your
country, which would it be?

Reading
Food tourism

Read the extracts about food tourism. Which title goes
with which extract?

1 Anewtype of tourist?

2 Food tourism-a winner for everyone

3 Incelebration of basic food

4 Sea,sand,sun-and food!

2 Think of a heading for the remaining extract.
3 Which extract(s) is / are

1 publicity for afood event or festival?
2 from an article for tourism professionals?
3 froma web page describing a tourist region?

Read the extracts again. Write T (true) or F (false).

1 Atthe end of the bakers’ festival in the Philippines,
the participants eat the bread.

2 When you go to the chocolate festival in New York,
you don't have to try the chocolate.

3 ‘Tasters’are people who try local food when on
holiday in Tasmania.

4 The Central Dalmatia gastronormic guide is a list of
all the restaurants in the country.

Which of the food festivals described sounds m.ost
attractive to you?

Which are the most important food festivals in your
region?
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*

In this unit

@ food tourism

@ describing dishes

@ introducing the food of a region
@ relative clauses

® dealing with complaints

B — . ———

' Date: 2nd week of February Anybody looking for a truly
Name: TINAPAY FESTIVAL heavenly experience will think that
Venue: Cuenca, Batangas, the Philippines they have walked into paradise at

the Chocolate Show in New York.
The festival is a chocolate
experience of global proportions
with over 60 makes of chocolates
on show. Chocolate-makers from
all over the world take part, as do
the visitors — chocolate tasting is

The Tinapay festival is an opportunity for the local

people to give thanks to their patron saint, Our Lady

of Peace and Good Voyage. In particuiar, the

festival is an act of recognition of the wonderful
breadmaking skilis of the bakers of Cuenca. The

| main event is a unique parade where the biggest ‘
| and longest breads of different shapes are paraded

through the main streets of the town. And the mandatory!
festival is interactive — after the parade everyone =
gets a taste of the pastries and bread products. m

study in Tasmania has suggested that a new
brand of food-lover exists. ‘Tasters’ are I
visitors who are interested in the food of a region '

as a part of their overall tourism experience. They
are looking for the real taste of the area, for
something representative and authentic, and they
hope to find part of this in local food and wines.

e

Central Dalmatia is one of Croatia’s

regions that takes greatest pride in the .
quality and diversity of the dishes served |
onits islands and along its coasts. '
Recently this richness has become much

more than a source of pleasure for the

locals. Now it is a significant ingredient in

what the region offers tourists. In fact,

food is so important for tourism in

Dalmatia that local experts have

produced the region’s first ever

gastronomic guide.

Itis important for tourism
managers to realise that food
tourism is not just good news for

| the tourist; local people also benefit |
from it. As one tourism expert
pointed out,‘Hungry visitors mean
good business, not only for our
restauranteurs, but also for the

| farmers and fishermen who are
their suppliers.

Find out 3 which of these dishes is used in local tourist

festivals or offered by local restaurants.

Isfood used as a tourism resource in your region? . P X
Y 8 (Hint: go to your local tourist information office,

Find out look at the menus of restaurants and hotel
1 what the most representative dishes are for the food restaurants used by tourists, check on the Internet,
1n your region or ask your family and friends.)

2 whatthe most common local ingrédients are that
are used in making these dishes
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F

Food tourism has become big business, worth nearly
f4bna year.In a recent survey of the UK food
industry, two-thirds of Britons said that food
and drink influenced their holiday choice.

Voca bulary 4 Which of these methods of preparing food can you use

Food: i dient p i with the different ingredients?
ood: ingredients and preparation 1 baked 3 fried 6 stewed
1 lookatthe food web. How is it organized? 2 boiled 4 grilled 6 stuffed
2 Where would the ingredients go on the web? 5 Which of the ingredients would you normally use in
3 Add any other ingredients that are used in the food of 1 astarter
your region. Use your dictionary if necessary. 2 amain course
3 adessert?
L] o
Pronunciation
vegetables and 1 () Listen to the words at the top of each column. Pay
grain / seeds seafood dairy products attention to the vowel sound.
\ | / sea sort spot
( INGREDIENTS iy Py I/
/ | \ 1 cheese
meat seasoning fruit 2 courgette
3 course
4 cream
5 lobster
salt black pepper herbs spices 6 meat
7 olive
8 oranges
9 pork
10 prawns
avbergine lawmdy PYAWMS | 2 () Listento the food words and tick (/) the right
| column for the vowel sound you hear.
cheese lovstev pulses [ _ _
| 3 () Listenandrepeat the words. Pay attention to the
chicken olive ol vice length of the vowel sounds.
couvgette onlon sausage | 4 Addany otherfood words you know to each column.
cvad ovamges stvawbevvies
cveam peppevs yoguvt

so\v\ic ?ov\c
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Listening 3 Look at the waiter’s English notes on the Malaysian
- 2 dish Nasj Lemak. What would the waiter actually say to
Describing dishes the guest?

1 )y Listen and tick (v/) the food that is being described.

very special Malaysian dish

typically eaten: breakfast

Served here: evening

mgredients = rice & Coconu cream

like rice pudding but not dessert

rice Soaked in coconut cream

rice & cream Steamed + Herbs

Served + Cucumber, anchovies, peanits

QN O LA W

» Goto Grammar reference p.121

Speaking
: : : Taking an order
2 () Listenagain. For each dish, make notes about

1 ingredients 2 preparation 3 accorpaniments. 1 Look atthese phrases.In what order would a waiter use

them during ameal?
3 Arethedishes being described starters, main courses, 1 Areyou ready toorder?
orfessertal 2 Enjoy your meal.
4 Which dish sounds nicest to you, and which dish would 3 Good evening. A table for two?
you least like to try? 4 Here’sthe menu. Today’s specialis ...
5 This way, please.
6 Would you like to order some wine with your meal?
@ I.anguage spot 7 Canlgetyouanaperitif?

Describing food 2 Workin pairs. Student A, you are the customer. Student

1 Look at what the waiters said (a~f). Identify phrases for B_‘ you‘are the wal‘ter. Cfo to p131and choose one of the
situations from Listening.
1 giving ageneralideaof adish

2 describing the ingredients and preparation 3 Actoutthe restaurant situation. The waiter should use
3 describing what accompanies the dish. phrases from Language spot.
a Asalade Marocaine is made of chopped tomatoes. 4 Now change roles. Act out the other situatior.
b Harira is a bit like tomato .
¢ It's :;ty;e of stew. soup 5 Think of yourlocal dishes. Choose a starter, amain
d 1t's cooked with potatoes and other vegetables. course,and adessert.
e Schnitzelis served with potato salad and a slice of 6 Actout arestavurant situation. Student A, you are a
lemon. visitor to B's region. Student B, you are the waiter. Try to
f The meat is covered in breadecrurbs. describe the dishes.
2 Which phrases use the passive voice? T Now think of some different dishes. Change roles and

act out the restaurant sitvation.
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self-sufficient (adj) able to
praduce or provide everything
that you need without help
from or having to buy from
others

complement (n) a thing that
goes together well with stheelse

savoury (adj) having a taste
that is not sweet

Reading
The traveller’s guide to Turkish food

1 Climate can influence the food of a region. What other
influences can you think of?

Z What do you think are the main influences on Turkish
food? Read the first two paragraphs to check.
3 Read thearticle again. Write T (true) or F (false).

1 Because of the climate, you get different dishes at
different times of the year.

skewer (n) a long, thin piece of
pointed metal or wood that is
pushed through pieces of meat,
vegetables, etc. to hold them
togetherwhile they are cooking

2 Mezes are putin the centre of the table for
everybody to try.

Turkish meals usually take a long time.
4 Lamb or chicken with tasty rice are typical mezes.

It is quite cornmon for Turkish people to have their
main course in one restaurant and their sweet
course in another.

6 Turkish people don’t like sweet food.

4 What do you think ‘Afiyet olsun’ means?

Turkish food is delicious, rich, and varied. Turkey is
self-sufficient in food, and the range of vegetables and fruits
available at all times of the year provides a constant source
of fresh ingredients. Because of this, the taste and
preparation of the wide range of dishes changes with the
seasons. We never use tinned or frozen ingredients, unless it
is to create a specific taste.

Turkish food has some of its origins in the lifestyle of the

people that lived in this region during the time of the Sultans.

Even today the evening meal is often the evening's
entertainment. The equivalent of the western ‘starter’ is
mezes, which consist of a huge selection of tasty dishes
served in the centre of the table, including vegetables, meat,
chicken, and seafood all prepared differently. Everyone
tastes all of the dishes, which often consist of the same

vegetable prepared in a number of very different ways. There
are, forexample, over 100 ways to prepare aubergines alone.

Eating athome in Turkey orin a traditional Turkish restaurant
isnever hurried, and the evening meal can last for many
hours. The transition from starters to the main course is not
always obvious, but typical main course dishes are skewers
of succulentlamb or chicken, accompanied by tastyrice
dishes.

Desserts are extremely sweet and the perfect complement to
the strongly savoury aspect of Turkish food. The wide range of
sweet dishes available is a good complement to the equally
extensive range of mezes. Visitors to Turkey are often
surprised by an unusual Turkish custom. When you eat out, it
is not unusual to change restaurants at the dessert stage!
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® Language spot
Relative clauses - who, which, and that

1 Lookat these sentences. When do we use who and
when do we use which?

Hungry visitors mean good business, not only for our
restauranteurs, but also for the farmers and
fishermen who are their suppiiers.

‘Tasters’ are visitors who are interested in the food of
aregion as a part of their overall tourism experience.

I really love our food, especially sushi, which is our
national dish.

The equivalent of the western ‘starter’ is mezes,
which consist of a huge selection of tasty dishes ...

¥ Goto Grammar reference p.121

2 Now look at these sentences. When do we use which
and when do we use that?

Turkish food has some of its origins in the lifestyle of
the people that lived in this region during the time of
the Sultans.

The equivalent of the western ‘starter’ is mezes, which
consist of a huge selection of tasty dishes....

Everyone tastes all of the dishes, which often consist
of the same vegetable prepared in a number of very
different ways.

Tagines are the pots that the dish is cooked in.

It’s rice that has been soaked in coconut cream and
then steamed with some herbs,

»» Go to Grammaz reference p.121

We hope this short cutinary guide provides you with an
insightinto eating in Turkey and gives you another
reason to visit this very hospitable country. It only
remains to wish you a very sincere, ‘Afiyet olsun’.

3 Complete the sentences with who, which, or that.

1 Thedish most visitors associate with
the UK is fish and chips.

2 The Mediterranean diet, is based on
olive oil, is now considered to be very healthy.

3 Foods are frozen ortinned are never as
tasty as fresh foods.

4 Foodiesis aname used today in the UK for people
really enjoy eating.
5 Turkey, is where Europe meets Asia, is
an important bridge between cultures.

6 Gourmetsand epicureans are people
see food as a serious hobby.

Writing |
The food of my region

Work with a partner. You are going to write an
introduction to the food of your country or region. Use
the information you gathered for Find out. Add other
information if necessary.

Think about what you can say about each of the
following aspects of your local food.

the influences

the history

the ingredients and flavours

the iraportance for local culture and lifestyle
the way of eating a meal

the most representative dishes

[« N7 SN VT NS ]

Look at the article on Turkish food. How many
paragraphs doss it have? How many paragraphs will
your article need?

When you have written a first draft for your article,
give it fo your teacher to correct.

While you are waiting to get your first draft back, think
about how you can best present your article - as a web
page, as aleaflet, etc.



Where in the world?

Toronto'’s 360 Restaurant is one of Canada’s top restaurants ~ in more than one way!
How is it a 'top' restaurant? And what'’s different about its cellar?

360 The Restaurant at the CN Tower

360 The Restaurant of the CN Tower, one of Toronto's finest and most popular restaurants,
features unforgettable food combined with a magnificent revolving view of Toronto more than
350 metres below. 360 offers market-fresh cuisine, featuring regional ingredients fo ensure
an incomparable culinary experience.

All seats offer a breathtaking view. Some are located against the window and others are on
a raised platform. All seats in the restaurant are on the rotating floor and receive spectacular
360 degree views. The floor takes 72 minutes to complete a full rofation. |

At 351 metres, our cellar has received a Guinness World Record for the world’s highest wine
cellar. Created to resemble a typical underground wine cellar, ours features precision climate
and humidity controls, redwood racks, double cherry doors, a 9,000-bottle siorage capacity,
ond a tasting table. Our "cellar in the sky’ has an award-winning wine selection of over 550
international and Canadian wines. 360 is the recipient of several awards and a wonderful ‘
place to celebrate any special occasion.

Elevation from ground level to the restaurant is complimentary with the purchase of a main
course. Reservations are recommended and can be made online or by calling 416-362-5411.

Customer care
What do you say?

Most languages have common expressions which are said on certain occasions, e.g.in
french, 'bon appetit’to guests at a dinner table, or‘bon voyage’to travellers before a
trip. English often does not have simple equivalents to these expressions and
sometimes borrows from other languages. So, before a meal the English will probably
either say ‘bon appetit’ or possibly ‘enjoy your meal’—or sometimes nothing at all.

In what situations are these other common expressions used?
1 ‘Safe journey’ 2 ‘You're welcome’ 3 ‘Dostart’ 4 ‘Cheers’ 5 ‘Haveanice day’
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Checlklist

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

| can understand articles about food
tourism and local food

I can use basic vocabulary to talk about the
ingredients and preparation of different

Listening dishes

How to deal with complaints I can describe local dishes to a customer in
arestaurant

1 Look at the four steps for dealing with custormer
complaints. What order do you think these steps | can write an introduction to the food of
normally come in? my country / region

Apologize  Askquestions  Listen  Takeaction | can deal with simple problemsina

Z Gy Listen tothe head waiter giving a final training talk restaurant
In a restaurant and check your answer.

3 Why should tourism professionals be 'positive’ about _
getting coraplaints? Key words

4 How can you ‘show the customer that you're listening”?

Ingredients Other
5 Whenisitessential to ask the customer questions? beef course
garlic dessert
6 Inthe talk, three phrases for apologizing are given. b dich
Whatare they? olive oil flavour
7 What do you think customers complain about most in pepper main course
restaurants? pork starter
prawn taste
pulses
L 3
Speaking e
I’'m very sor =plees
¢4 y yogurt

1 Workin threes. Student A, you are the waiter. Goto

Preparation
p.108. Student B, you are the customer. Go to p.110.

baked

Student C, you are the training manager. Use the g?illz d
evaluation form below to assess the waiter. ctawad
2 Actout the complaints. Change roles so that everybody stuffed

is the waiter at least twice.

@ Did the waiter fully understand the Y/2/N Next stop

i ?
QIR et 1 Haveyouorany of your friends ever had a

Did the waiter show the customerthat  Y/2/N holiday in the countryside?

S
heyReere stenios: 2 Where did you go and what activities were

€) Didthe waiter apologize using Y/?/N you able to do?
i ?
SpPIApHiaiElanEyaze: 3 Which do you prefer - holidays in the
o Did the waiter’s voice clearly express Y/?/N countryside, city holidays, or beach
sincerity in the apology? holidays?
o Did the waiter offer an appropriate Y/?/N 4 Which doyour parents prefer?

solution to the problem? :
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6 Rural tourism

Take off Listening

1 Look at the pictures of different tourist activities. What Local people and rural tourism

. : N
can you see in each picture] 1 Saywhich activities in Take off 1 involve these people.

L | e & awarden fora
a guide fora monument Ji nature reserve

<]

an outdoor activities WiE ..
instructor a local crafts worker

Z (p Listen to three of the people in 1talking about rural
tourism. Identify each speaker.

3 Which speaker

1 hasaformal tourism qualification?

2 iscarrying on the work their parents did?

3 thinks thattheir area has a lot of different activities
2 Work in groups. Which pictures show people to offer rural tourism visitors?
participating in rural tourism activities? Explain your

answers to your partners. & @) Listen again and make notes about the way(s) each

speaker or their region has benefited from rural
3 Name three other activities that are typical of rural tourism.

VouRSN 5 Wedidn't hear one person speak. What do you think

4 Try to produce a simple definition of what rural tourism they would say about rural tourism? (Hint: think about
is. Share your definition with the rest of the class. how tourism will affect their job.)
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In this unit

@ what is rural tourism?

@ grading systems for rural accommodation
® checking people into a campsite

@ resources for rural tourism

@ giving a local weather forecast

It’s my job

Eduardo Barroso

Eduardowas born in a remote village in the Atacama
Desert in the north of Chile. Life in the desert is hard, but
rural tourism has given Eduardo and his family the
chance to make a living from their surroundings. What is
there to attract people to the desert? What is there to do
there? Where do people stay? Read on and find out.

How did you decide to start up in rural tourism?

Life here is not easy, so many young people from the
villages go to Santiago to find work. | wanted to be with
my family,and one day my father read about rural tourism
in Europe and decided to do the same with our farm.

Why do people visit the Atacama? What'’s the attraction?
The landscape is the obvious attraction. For people from
the city, there’s the shock of how big and empty the desert
is.And for people from a temperate climate, there’s the
surprise of how beautiful and varied it can be.

Is the desert varied?

It certainly isn't just sand, which is the image in most
people’s minds. In the Atacama, for example, you have
volcanoes, salt lakes, geysers, canyons... It's much more
than just sand.

BOLIVIA
Rl  PARAGUAY

)

HILE W

Sriaco  ARGENTINA ‘

But what can you do here apart from look at the
landscape?

My family have worked this land as farmers for many
years,and we still do,so one of the attractions for our
visitors is to experience our daily life. On the first
morning, visitors help us around the farm, milking cows
or putting the sheep out to graze. We have bees, as well.

You are very proud of the accommodation you have.

Can you tell us why?

All of the buildings are made in traditional style and from
local materials. Straw, mud, stone ... everything is from
the Patta Hoiri. That's ‘Mother Earth’in our local
language. And all of the food we give visitors is based on
ancient recipes and local ingredients. It might not be as
sophisticated as in the best restaurants of Santiago, but it
is tasty and very healthy. But perhaps the thing our
guests enjoy most is that they dine with us. And after
every meal there is always time for a tertulia—an after-
dinner chat that often goes on long into the night.That's
when they really feel part of our world, and that’s what
rural tourism is about for us.

Find out

1 Choose a country that offers rural tourism. Find out
1 how long there has been rural tourism

what sort of accommodation is available

what types of activities visitors can do

when the high and low seasons are

vk W N

if there are any professional associations of rural
tourism.

2 Make a brief report of your findings.
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carve (v) cut wood or stone in order to make an object or to put a

pattern or writing on it

comply with (v) to obey an order or request

continental breakfast (n) a light breakfast, usually consisting of

coffee and bread rolls with butter and jam

full cooked breakfast (n) a large breakfast, usually consisting of
cereal,cooked bacon and eggs, toast, and tea or coffee

Reading

Ask someone who has been there

Newspapers often have travel supplements and invite
readers to answer questions other readers send in.
Here, four readers answer a question by Alison.

1 Lookat the pictures. What do you think Alison’s

question is about?

Z Read the question. Were you right?

@ Dear Fellow Travellers

The English Tourist Board uses
crowns to grade serviced
accommodation and keys for self-
catering. Does anybody know what
systems are used for rural
accommodation in other places?

Alison, Penrith

Dear Alison

We’ve just got back from New
Zealand. They use a system called
Qualmark, which operatesona 1- to
5-star scale. One star means
‘Acceptable’ In practice, this means it
meets your basic needs and is clean

three-star places and they were good.

Mare

Dear Alison

We often go to the Isle of Man.

There they use a diamond to grade
guest house accommodation. As it
says on the offcial government web

and comfortable. We stayed in a lot of

Dave & Jane Walcott, Weston-super-

3 Nowread the answers and

1 match pictures a-f with the countries mentioned

2 make alist of the different factors that the different

grade

systems take into account when describing each

3 think of three other factors that you could usein a
grading system.

4 Which system is the best in your opinion?

page (www.gov.im/tourism/travel/
accommodation/isle-of-man-hotels.
aspx), one diamond means you’ll get
‘Clean and comfortable
accommodation. Offering a full
cooked or continental breakfast.
Acceptable level of quality and helpful
service’ At the top end of the range,
five diamonds means ‘An excellent
overall level of quality. Excellent
interior design, high quality furniture,
and an excellent quality bed. Breakfast
offering wide choice of high quality
fresh ingredients. Excellent levels of
custonter care.

Keith & Anne, Harrow

Dear Alison

Here in Romania, rural
accommodation in guest houses is
classified in accordance with the law.
The system goes from one daisy to
five daisies. In the past we used stars
{and our hotels here still do), but
recently we chose daisies for guest
houses in the country because it is a
flower that grows all over Romania.

Kindest regards
Ecaterina, Bucovina

Dear Alison

Here in Japan we have no
accommodation grading system.

Motoko, Tokyo

Dear Alison

In Asturias in the north of Spain, we
use a symbol we call the ‘trisquel’ for
grading our ‘casas de aldea’ (village
houses). This is a traditional Celtic
symbol, and you can see it carved in
many old buildings in our region, The
system goes from one to three
‘trisquels’ To get three, the
accommodation has to comply with
very high standards of quality and
functionality. For example, the owner
must beé in the village all the time,
there should be good access for
disabled travellers, the furniture and
decorations should be traditional in
style and materials, there should be a
children’s play area, and so on.

Onofre Alvarez Fernandez, Sociedad
Regional de Turismo de Asturias
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Listening Pronunciation

Checking in at a campsite 1 @) Listen to these phrases from situation 1. Note how

. . in italicsi hrase are stressed.
1 & Listen to two situations in which campers check in the words in italics in each phrase €

to a campsite. Which camper Receptionist  Here you are. Two adults, two children,
two weeks. And it's one pitch fora

a hasmade a previous reservation? ,
P motorhome, and a second pitchfora

b hasavehicle? )
. . famijly tent.
¢ isstaying forless thana week? ‘
d has children? Camper1l Two pitches, that's right. Butit’snota
e onlyneeds one pitch? family tent.It'’s a small tent - for the
children.

2 Look at the campsite symbols. Do you know what
they mean? Which ones correspond to which
situation in #?

Receptionist ~ Oh.1lljust change it. There you are.
One motorhome and one small tent.

= 2 Which words are stressed in order to confirm

information that is right, and which are stressed to
correct information that is wrong?

3 ¢y Nowlookat these phrases from situation 2. Decide
which word will be stressed in each of the phrases
underlined, then listen and check.

Camper 2 There are four of us. We've got tents.
Receptionist  Are they family tents?

Camper 2 No, no. They're small tents. They're

mountain tents.

Receptionist  And is that four tents?

Camper 2 No. Only two.

Receptionist  Have you got a car?

3 Gy Listen again and complete the sentences. Camper 2 No, we’ve got bikes.
1 Andit’s fora Receptionist ~ Motorbikes?
motorhome and a fora Camper No, they’re normal bikes. You know,
family tent. pedal bikes.
2 Could you .
foramoment? Speaklng
Receiving campers
3 Willyoube using an ?
1 Workin pairs. Student A, you are the receptionist. Go to
4 OK. p.110. Student B, you are the camper. Go to p.115. Act out
here, please? the situation. Use the phrases in Listening 3, and
remember to stress any important words.
5 We’ t ) .
edve g0 2 Now change roles and act out the second situation.
Friday.
3 If you want to know how good your pronunciation is,
6 What were you ? record one of the two situations and give it to your

teacherto assess.
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Rural tourism is a segment of the total
tourist industry which is particularly
ymportant in Hungary, a country with no
spectacular natural attractions, without
seaside, high mountains, rainforest, or
herds of exoticanimals.

Vocabulary
Resources for rural tourism

1 Look atthese different resources for rural tourism.
Which ones do you recognize?

1 birdwatching 10 orchards

2 brewing 11 pottery

3 cyding 12 traditjonal crafts
4 farms 13 trekking

S fishing villages 14 waterfall

6 forests 15 waternill

7 landscape 16 weaving

8 lifestyle 17 wildlife

8 meadows 18 woodcarving

2 Which of the resources in 1can be classified as

a activities that show touristslocal culture?

b activities that show touriststhe local natural
environment?

¢ something for tourist to watch?
d something for tourists todo?

3 Think of two more resources for each category in 2.
4 Which of the resources can you find in your country?

5 Which of the resources have you had any experience of?

Reading
Welcome!

Work with a partner. Look at the photos of life in rural
Vietnam.

1 Usethe vocabulary of rural tourism resources to
describe what is happening in each photo.

2 Canyou think of any other rural tourism activities
that you might find in Vietnam?

Read the article welcoming tourists and look at the map.

1 Identify the provinces of Vinh Long, Quang Nam,
and Bac Ninh on the map.

2 Match the photos with the corresponding provinces.

Welcome to rural Vietham

Welcome to a corner of Asia where you will find a
lifestyle that goes back for centuries. Fishing on the
Mekong Delta, farming in Central Vietnam, or crafts in
Bac Ninh Province — whatever your own interest, we
are sure you will find something to delight you in
rural Vietnam.

Vinh Long Province
Located between the Tien and Hau rivers, the fertile
lands of Vinh Long nourish thousands of fruit
orchards, while the countless small islands provide
ideal conditions for ecotourism and observing wildlife.
In addition, you will be able
to ohserve the centuries-old
aclivities of Southern
Vietnam, such as processing
rice paper and traditional
Vietnamese cooking.

Especially interesting in
Vinh Long is the opportunity
to stay overnight in local
residents' homes. There is a
small but growing number
of privailes homes that offer
home stays. AL the moment
they provide accommodation
and entertainment for up to
150 tourists per night.




delight (v) to give sb great pleasure

nourish (v) to give sb / sth the right kind of food so that
he / she / it can grow and be healthy

sillkworm (n) a caterpillar (2 small creature like a worm
with legs) that produces silk thread

3 Whichof the provinces is best for visitors who want to
1 do things during their stay in rural Vietnam?

2 getasclose as possible to ordinary Vietnamese
people?

3 buy authentic souvenirs of rural Vietnamese
products?

4 Which area of Vietnam seems the most exciting to
you? Tell your partner why.

5 Where would you find a text like this?

CAMBODIA

Phnom Penh
X Ho Chi 8
Minh City

VIETNAM

Quang Nam Province

For visitors who want to be really active in their
holidays, we recommend a visit to one of the vegetable
farming villages near the town of Hoi An in the central
province of Quang Nam. Here for a day you can toil
shoulder to shoulder with a Vietnamese farmer. Hosts
and guests work the land, planting rice or collecting
vegetables that they sell in the local markets. For lunch
you get to eat colocynth (similar to a bitter apple) and
tom huu, which is a traditional dish made of vegetables.
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toil (v) towork very hard and / or for a long time

trade (n) the activity of buying and selling or of
exchanging goods or services hetween people
or countries

Writing

Welcome - Bienvenue - Willkommen

With so many places to visit,a Welcome text is
important for rural areas. Work with a partner. You are
going to write a Welcome text.

With your partner, make notes.

1 Which elements of rural tourism are typical of your
area?

2 Which adjectives will help you to describe your
region and make it sound unique?

3 Which images can you use to illustrate your text?

Work on your own. Write your text. When you have
finished, give it to your partner to read.

Work together. Use the best of your individual texts to
produce the best Welcome text you can. Did you use
adjectives to make the region sound special?

Bac Ninh Province

The homeland of Quan Ho art has many traditional
trade villages. In Xuan Lai village you can find excellent
bamboo products, especially from black bamboo, while
Phu Lang is famous for its pottery. Thousands of ancient
pots have been found here, and even today there are
about 300 families in the village doing pottery work.

Tho Ha is famous for pottery, but nowadays it has also
started to produce wine. Another village that is
well-known for traditional wines is Van, on the bank of
the Cau River.

The villagers here are happy to let visitors photograph
their wine being made, and to try il or to buy it, but the
brewing process itself is a secret.

Fiﬁally. Da Hoi is a must. This 400-year-old trade village is
famous for its traditional silk cloth, and women there still
raise silkworms and weave fabulous fabrics that they sell.
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Customer care

Encouraging customers to be sensitive to
the environment

There is a piece of advice that responsible tourism
organizations often give to travellers: 'Take only
photographs; leave only footprints

1 What are they encouraging their custormers nof to
leave, and not to take?
The Countryside Code encourages tounists to be
responsible to the rural environment inthe UK. The key
points are
Be safe, plan ahead, and follow any signs.
Leave gates and property as you find them.

Protect plants and animals and take your litter hore.

Keep dogs under close control.
Consider other people.

2 Would you change anything for a countryside code for
the rural environment in your country?

3 What points would you include for a code for the urban
envivonment in your country?

Vocabulary
Weather words
1 Match the weather terrs a-1 with pictures 1-12.
a clear and bright g light winds
b cloudy h overcast
¢ heavyrain 1 storms
d heavy showers j strong winds
e lightrain k sunny intervals
f light showers ! thundery showers

2 What other weather words can you add?

3 Which words in 1are typical of (2) good and (bi bad
weather?

4 Thundery is an adjective. The noun is thunder. What are
the adjectives for

5 storms?
6 wind?

3 mist?
4 showers?

1 fog?
2 rain?

5 Make a web for all your weather terms similar to
the web you made for food vocabulary in Unit S.
Put the words Weather forecast in the centre of your
web.

6 What is the weather like in your region in the spring,
summer, and autumn?

Listening
Forecasting the weather

Inrural areas, visitors need to know what the weather
will be like so that they can plan what to do.

1 ¢) Listen to arural accommodation owner in Cornwall,
England. She is telling a guest about the weather.
What is the weather forecast for (a) tomorrow and
(b) Thursday?

2 What is the weather like at the time they are speaking?

Why is tomotrow afternoon going to be different from
today?

4 Why does the owner tell the visitor not to worry?




e Language spot
Making predictions

1 §) Listen to the dialogue in Listening again and
complete the phrases.
1 Do youknow what the weather

tornorrow?

2 (Ithink)
today.

3 ...then againinthe
afternoon.

4 Ythink afew thundery
storms.

5 willit all
week?

6 Theysaid
rain on Thursday.

2 Which two verbs forms can you use when you are
giving information about the weather? Which is the
more common of the two forms?

3 Which is more certain?

1 It'll be like today ox It’ll probably be like today.

2 Ithinkit’ll rain on Thursday ox It’s going to rain on
Thursday.

» Goto Grammar refexence p.122

Speaking
Giving information about the weather

T Workin pairs. Student A, go to p.109. Use the
information to give the camper a weather forecast for
the next four days. Student B, you are the camper.

EXAMPLE

Campex Excuse me. Do you know what the
weather will be like for the next few
days?

Receptionist ~ Well, for tomorrow I think it'll ...

2 When you have finished, change roles. Student A, you
are the carnper. Student B, go to p.112. Use the
information to give the weather forecast.
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Checklist

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

| can understand people talking about what
rural tourism is

{ can understand rural accommodation
grading systems

I can check campers into a campsite

[ can write a welcome text describing rural
tourismin a region

| can give a simple weather forecast

Key words

Accommodation Weather
electric hook-up fog
grading system forecast
home stay overcast
motorhome shower
pitch storm
symbol sunny intervals
Rural attractions e
canyon

cloth

crafts worker

forest

meadow

pottery

warden

weaving

woodcarving

L S
Next stop

T What s the most interesting tourist
attraction you have visited? Why was it
interesting?

2 Have you ever taken part in a festival or
major public event?

3 Whatdoyou think are the three best tourist
attractions in your country?
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Writing bank

1 Report writing

1 Read thereport and answer the
questions.

1
2

Who wrote the report?

Who is going toread and use
the report?

How did the writers collect the
information?

Is the report positive or
negative about online and
multimedia tourist information
in Dublin? Find examples of
adjectives used which support
your answer.

The writers were unable to find
out much about one of the
three main areas of
information. Which one?

Which of the multimedia
features do you think would be
most useful for someone who
(a) is planning to visit Dublin,
and (b) has visited Dublin and
has happy memories?

2 Here are some more items that
might appear in the report. In
which section would you put
them?

1

Touch screen displays at the
Tourist Information Centres
were very popular with visitors

Talk to colleagues —with
handout of report

Set up an email interview with
the Director of Tourism
Information Services for Dublin

Prepare PowerPoint slide
presentation

Have a clear title.

Use full names of all
authors.

Think about who
you are writing the
report for.

Think about the
aims of the report.
Note the use of to
(infinitive of purpose)
at the start.

Use numbers and
bullet points for
sub-lists. Note the
use of the Passive — it
makes the report
sound more formal.

Acknowledgeall — .

sources.

Limit summary
to two or three
sentences.

Title

Dublin:Online and multimedia tourist
information

Author(s)
Rahel de Jong and Christian Koller
Report to

Managers of local TIC and other tourism decision-
makers

Purpose

To investigate the online and multimedia tourist
information facilities provided by a typical
European capital city tourist destination, with a
view to the development and improvement of
similar facilities in our own local Tourist
Information services.

Methodology
1 Information was collected from various sources,
namely:

Internet search engines (e.g. Google, Yahoo) on
key words: Dublin tourist information
multimedia

Tourist Offices Worldwide Directory
(www.towd.com)

Visit to local TIC forideas.

2 Relevant information for report was then
selected and ordered.

3 Report,including summary, was written,
Sources used

The following sources were particularly useful in
compiling this report:

wwwisitdublin.com (especially the link to
‘multimedia’)

www.tourist-information-dublin.co.uk

~ Summary of findings

Dublin has excellent internet / online information
for tourists and a good range of multimedia
facilities. This fits with its image as a lively city
blending the modern and the traditional. Tourist
Information Centresin the city do not appear to
be so well presented or accessible.




Writing bank 53

Details
1 Online Tourist Office

The Online Tourist Office was visually very
attractive. It was very easy to click through to a
wide range of useful information. [n particular
there were links to: Accommodation finder,
Entertainment, Events, See and do, Special offers,
and Travel. Text in all these sections was
comprehensive without being too long.
Photographs and design features were very
effective. We particularly liked the ‘maps’
section and the section on‘information on
travel’, which gave details of discount passes.

NI

Multimedia facilities

There were a number of useful multimedia
features:

- e-cards—allows you to send electronic
postcards from Oublin to your friends

+ podcasts - free downloads providing audio-
guides to various parts of Dublin

- screensavers —free download images of
Dublin for your computer screensaver

- video—Dublin Tourism’s promotional DVD
with backing track, which can be watched
before the visitor arrives, or when the
tourist is deciding where to go

+ webcam - gives real-time live footage of
Dublin city centre, and can be used, for
example, to watch the St Patrick’s Day
Parade wherever you are in the world.

Allthese features are not only useful for the
visitor, but are also excellent ways of
promoting Dublin as a destination.

3 Facilities at the TIC

No information was found about interactive

and multimedia facilities at the central Dublin
Tourist Information Centre. An email has been
sent requesting this information, but no reply
has been received. J

Follow-up work

Prepare proposals for how some of the Dublin
features might be included in our own regional
tourist information services.

Mode of presentation

Written report to be emailed to relevant people.

Possibility for PowerPoint presentation using
web slides.

Numbering the
paragraphs of the
‘detailed report’
section, and using
bullet points where
appropriate, helps
make the report
clearer.

Give your own opinion
of things you liked or
didn't like.

It’s OK to identify areas
you haven’t been able
to find out about.

Put report in context of
further work.

Think about how you
will present the report.
Try to think of
interesting ways.

3 Here are some informal
expressions used by the report
writers when they were preparing
the report. Find their more formal
equivalents in the text.

1

The first thing we're going to do
is collect as much information
as possible.

We thought these websites
were great.

The Tourist Information
Centres didn't seem to be very
easytouse.

What's good is that they get all
the information in but still keep
it short.

I'think the next thingtodois
make some suggestions for our
local office.

4 Whatisthe main tense used inthe
report? Find examples of the tense
in both active and passive voice.

5 Prepare asimilar report on one of
the following.

Online and multimedia tourist
information in your region

Hotel facilities for disabled
people in an area of your choice

Specialized holidays for the
elderly

Feedback from customers

Aresearch subject of your own
choice related to tourism
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2 Information

leaflet

1 Readtheleaflet and find this

information.
1 time from airport to centre

2 the location of the Hong Kong
Tourism Offica

3 atraditional lunch dish

4 thelocation of two night
markets

5 aplace foragood view of the
city
6 afashionable place for dinner

7 openinghours of the temple

Find examples of these standard
features for an information leaflet,
and answer the questions.

1 Clear main heading.Does it
indicate what the leaflet is
about?

2 Strapline (or sub-heading)
under the main heading: Is it
more or less ‘promotional’ than
the rest of the leaflet?

3 Sectionheadings. Are they easy
to see and do they indicate the
content of the section?

4 Further information sources.
What sources of information
are given?

The grammar used in the leaflet is

quite simple, for example, the

Present Simple tense is used a lot

(e.g. Hong Kong consists of two

parts).

1 Find an example of the Present
Simple in each section.

2 Find three examples of can +
infinitive.

3 Find three examples of
imperatives.

Write a similar leaflet for ‘48 hours
in [your city or a place you know
well]’

48 HOURS IN HONG KONG

Discover the delights of China’s
most exciting city in a weekend

Getting there

Cathay Pacific, Qantas, British
Airways, Virgin,and many other
airlines fly non-stop to Hong Kong.
From Chek Lap Kok, the Airport
Express rail link (00 852 2881 8888;
www.hongkongairport.com) takes
you to the centre in 25 minutes.
Get your bearings

Hong Kong consists of two parts:
Hong Kong Island and Kowloon,
separated by Victoria Harbour. Both
parts have modern hotels,
shopping malls, and restaurants,
but Kowloon has the best view -
the steel towers of Hong Kong
{sland silhouetted against the
wooded slopes of Victoria Peak.The
two parts are linked by an efficient
public rail system, road tunnels,
and the famous Star Ferry.

Checkin

Accommodation in Hong Kong can
be expensive, with luxury hotels
such as the Landmark Mandarin
Oriental (00 852 2132 0188;
www.mandarinoriental.com) and the
famous Peninsula Hotel

(\_a\.'wv-.ﬂ.;zen insula.com).The Hong
Kong Tourism Office in the Star
Ferry Terminal Building (00 852
25081234;

wWwWwW.distover _I'iongkong.mm) can

help with other options.

Take a walk

The Dragon’s Back, a ridge along
the south-eastern side of Hong
Kong Island, is an easy and popular

hiking trail. The trek ends in the
little fishing village of Shek O with
its sandy beach and alfresco
restaurants.Take the bus back to
the city centre.

Lunch on the run

Dim sum is a Chinese institution.
One of the oldest and best places
togois the Luk Yu Tea House on
Stanley Street. The customers are
mostly Chinese and you can watch
the old women playing mah-jong.

Window shopping

Modern shopping malls are all over
the city, or you can look for antiques
at Hollywood Road. And of course
there are the fabulous night
markets in Kowloon: Temple Street
and Ladies’ Market in Mong Kok.

Take a view

The Peak Tram (00852 2522 0922;
wwwethepeak com.hk) makes a near
vertical climb from Garden Road to
the top of Victoria Peak for an

amazing view across the city.

Dinner with the locals

Most locals head for the buzzing
restaurants and bars on the streets
of SoHo, or there are the Italian,
Chinese, and Turkish eateries of
Knutsford Terrace in Kowloon.The
hottest place at the moment is
Opiainthe Jia Hotel (00852 3196
9000; wwwe.jiahongkong.com).

Sunday morning: go to the
temple

Agood place to feel the religious
atmosphere and breathe in the
incense smoke is Man Mo Temple
on Hollywood Road, open daily
from 8.00 a.m. 10 6.00 p.m.
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SPANISH ISLES

3 Public notices (A]

Read texts A and B. They are about
a sudden change of plans fora
group of tourists.

T Whathas happened to make the
rep change plans?

Z What were the group going to do?
3 Whatare they going to do now?

4 what did the rep forget to tell his
clients?

5 Whichtext was putonthe
campsite noticeboard? How do
you know this?

6 Write a public notice telling
people about the anexpected
changeintextC.

Gl‘.)‘d U_;-L

You're-net geing to belicve it. A plague of
| Jellyfish because the sea (s very warn this
| year It's uo joke. 50 people treated for
stings last week. Obviously the planned
beach day for next Thursday ne longer a
geod idea, especially fer families. Infact,

we need te-think about re-scheduling all
‘ beacl days for rest of summer. i

Suggest wre offer trip to- local theme park.
- Acualandia or uhatever it’s called.
Good for families, but we need them to-
reserve in advance through the office se
that we can bleck-book entry tickets. For
non-families sugqest a trip to- iuland area
- wine growing, wine tasting, village
i culture, ete. Will also need reservations.
| Can you get a notice up ASAP? Will ring
you.
|
|

Alla

SPANISH ISLES

Mario

Change of plans for Wednesday, I'm afraid. Forecasting some
really stormy weather — the tail of Hurricane Rita — tropical
réin, kigh winds, waves & v. rough seas. Not good weather for
camping. Especially bad for trips in glass-bottomed boats and uy
Teide mountain.

Need to re-schedule both frips. Will come across tomorrow marning
and do this with you. Meanwhile get a notice out cancelling. Offer
alternative of usual coach to Puerto de la Cruz for shopping

Best
Rosa
P.S. And warn all to prepare tents, ete. for wind.

8]

BAD WEATHER WARNING
& CHANGE OF PLANS

We have just received a warming for unexpected

| storms for Wednesday and Thursday. The storms
are the remains of Hurricane Rita and for the
Canary Islands they will mean high winds and very
rough seas.

Because of this, and with your safety and security
in mind, we have had to cancel

¢ allsea trips, including coastal cruises &
glass-bottomed boats

SPANISH ISLES CAMPING

| . : :
* the Teide mountain summit trip.
|

We will be putting on coaches to Puerto de la Cruz
for shopping & sightseeing on both days as an
alternative activity. We will re-schedule both the
sea trips and the Teide summit as soon as the
weather calms down.

Please sign the list below if you are affected by
these cancellations and wish to go to Puerte de la
Cruz. Please contact us at the office if you have any
questions.

Many thanks for your understanding.

Mario de la Fuente
Campsite 1ep

Spanish Isles Camping
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4 Email job
application

Marta has found a website with
hotel job vacancies. As part of the
online applicaticn, she has to
write a covering letter and send
her CV.

1 Read Marta’s letter. Which of the
following points has she included?

age

education and qualifications

email address

interests

language skills

marital status

personality

work experience

00N OV W N

2 How does Marta begin and close
herletter?

3 Lookat Marta’s CV.
1 Where does she study?
2 Where does she live when she is
not studying?
3 What relevant skills and job
experience does Marta have?

4 Why does she put the most
recent qualifications and
experience first?

4 Compare Marta’s letter with her
CV.How has she adapted the letter
tothe job she is seeking?

5 Prepare your own CV
using Marta’s as a
model.

6 Readthe jobadvert
and write a Jetter
applying for the job.

Description: Hotel entertainment work in

Y

Apply here for this job

Email address

Cover letter

Write your cover letter in the Apply Online box below. When you are ready,
click on the Apply Online button.

Dear HotelworkqU

I am writing to apply for the job of hctel receptionist, reference
Malt04-10-07.

Asyouwill see from my CV, although | am relatively young, | have already
got basic experience in jobs related to the hotel sector.In particular, |
woulld like to point out the front office experience | gained through my
work placement in a hotel reception in Lugo, the city where | study. | also
did a three-month summer job in France, where | worked with adults and
teenagers as an entertainer. Because of this, | think that my
communication and organizational skills are good.

My mother tongue is Spanish, but I have been studying English for ten
years now, first at secondary school, and now at the Escuela Universitaria
de Turismo,where | am in my final year.l am confident that | can carry out
all my duties in English,and | also speak good French.

lam a positive, energetic person with an open nature. | enjoy being with
clients and holidaymakers, and | think it is fair to say that | am hard-
working and adaptable. | have been abroad several times, so | am not
worried about working and living abroad. | regularly go walking,and |
enjoy sports activities in general.

| am available for interview at any time after February 25.
Yours sincerely

Marta Elena Gutiérrez Alvarez
CV Post your CV at www.myCV.com and enable the Hotefwork4U option.

Your CV will then be sent to us automatically when you press the Apply
Online button below.

1:
d.

Job details
Job: Hotel entertainer

Location: Corfu ~Greece

Skills Required:
Language requirements:
English —Very good
Frer ch - Good
German-Good

Any other languages
an advantage

Greece between April and October. Working
with kids, helping hotel guests to have fun,
organizing the sports and activities
programme ... Areyou a hard worker? Then
we are waiting for you and will train you
before you start with TopAnimation.

Salary: €450 - €750/ month depending on
experience.

Aerobic or sports instructor skills a real
advantage. Proven ability to work with kids

Education required: Minimum = GCSE'A
level or local equivalent. Tourism
qualification preferable.

Experience required: None essential,but
all relevant experience an advantage.
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Term address (until 30/06/20-) il
Avda Ramodny Cajal,53,6A
27011, Lugo, Spain

Tel (+34) 663 246 357

MARTA ELENA GUTIERREZ ALVAREZ

Home address
Santa Rufino, 12,38
33396, Gijon, Spain

Email rnargutal@hotmaif.com

Nationality Spanish (EU citizen)

Final year tourism management student with good IT, organizational, and
customer skills, seeking a front office career with an international hotel group. El

EDUCATION
2005-2008

2003-2005

Escuela Universitaria De Turismo [, Lugo, Spain

Diploma en Turismo (Equivalent to UK HND Tourism
Management) |5

Expected grade: Pass with merit |3
I.E.S Cienfuego [E

Bachillerato (Equivalent to UK GCSE'A'-fevel),
Grade:7,2

PROFESSIONALEXPERIENCE

Summer 2004

December 2003

Summer 2003

SKILLS
IT

Languages

INTERESTS [l

Travel

Sport
REFERENCES

Résidence Les Dunes du Médoc, Soulag, France

Entertainment work with adults and teenagers. Occasionally
did reception duties. Learned to deal with face-to-face customer
situations.

Hotel La Muralla Romana, Lugo, Spain

Work placement. Reception duties including taking telephone
reservations, check-in, check-out, and group bookings.

Viajes Atenas, Gijén, Spain

Travel agency sales and ticketing and holiday sales. Developed
basic sales technique and customer care skills.

Savia-Amadeus - course in IT skills for travel agency sales &
ticketing [EJ

Microsoft Office — competent in Word, Excel, and PowerPoint.
Spanish —native language

English —upper-intermediate written and spoken.
Cambridge ESOL CAE. [[i]

French — upper-intermediate spoken.

I enjoy discovering new places and cultures. | have travelled
widely in Spain. | have been to the UK twice and to france.

Mountaineering
(Email correspondence in English welcome) [H

The Principal
E.U.deTurismo,Lugo

The Manager
Résidence Les Dunesdu
Médoc, Soulac du Mer

Email: escuela@
escueturfug.com ,

Email: mérignacp@les
dunesdumedoc.fr

If you live away from home,
give both your term-time and
your permanent address.

Your nationality will help to
clarify your work permit
status. You are not obliged to
give other personal details
such as age or marital status.

Offer a short profile of
yourself. Use positive language
and say what you are looking
for.

Do not translate the names of
places, companies, or
institutions into English.

Do not translate qualifications
into English. Give an
equivalent if thisis
appropriate.

If you are still studying, give
grades so far, or an expected
final grade.

Give education details from
most recent to least.

Give details of the duties and
responsibilities you had in jobs
orwork placement,

Indicate the skills and
knowledge you gained on
courses you followed.

Indicate any second language
qualifications you have.

Your interests tell your
employer what type of person
you are. People who travel are
often adventurous and
independent.

Offer two references —an
academic one from your centre
of study and a professional
reference from work
placement or a previous job.
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5 Reporting
incidents

Incidents that happen to tourists
on holiday with your company or
in your hotel must be reported in
the incidentlog.

Think of three typical incidents
that can happen to a tourist
during a package holiday. Tell your
partner what they are. Did you
think of the same incidents?

Look at the page from the log for
the Hotel Ozukara in Turkey.

1 What had happened tothe
guestsaffected by the incident?

2 When and where did the
incident take place?

3 How many people did the
incident involve?

4 What action was taken to solve
the problem?

S Whoreported the incident for
the tour operator?

6 Whose fault was the incident?

Look at the notes from an incident
at the Red Sea Paradise hotel. Use
the notes to prepare an entry in an
incident log like the one from 2.

TurkishvMeditour -

Resort:Bodrum

Hotel : Ozukara (3-star)

Incident reported by: Jacqueline Dakota
Type of incident: Overbooking

Details of incident:

On arrival 4t the hotel with Group ozu-071508, | went to the hotel
reception to book the group in. The hotel arrivals list and the transfer list
did not coincide. Three couples (the Coopers, the Fergusons, & the
MeKittericks) were without rooms. Two clients (Mr Goyerf/wm‘/e & Mr
Spencer) had beex put into a twin despite having paid the supplement for
Single rooms.

The hotel offered alternative rooms in the company’s 4-star
Kassandra, 4 sister hotel, § kwm further south. Two couples (the Coopers
& the Fergusons) accepted this, but the McKittericks refused. They
claimed that the alternative hotel was too far from Bodrum. Both single-
room clients requested upgrading to the Kassandra.

After 4 brief negotiation, / opted to put Mr Copperthwaite & Mr Spencer
into the Kassandra and gave the room that had been freed to the
MeKittericks, who accepted it.

The next morning the hotel staff and I compared r;qfsfmz‘ion lists. we
e

had failed to update our list. The hote! had responded correctly to the list
we had initially sent

Incidentlog

Sheet no. TM Bod-0803-10
Post: Transfer rep
Date of incident: 76 #4 Jaly

Signed

J Dakota 16th July, 20—

Resort — Elphistone

Hetel — Red Sea Paradise.

Date of incident — 27th August

Type — damage to-quests’ personal effects

Clients — Mr Bolr Meerland & Mrs Freda Meerland.

Guests arrived with group — all normal. Group reqistration done
without prelems & quests all went up to-allocated rooms. 20 mins. later
Meorlands rang effice & asked me to go-to room, Ouce in room, they
showed me suitcase with evident damage — handle broken, lock also:
Meorlands explained had beew obliged to-break lock to-access suitcase.
lusisted that case OK at airport. Clalumed damage deve in transfer.

Ant wnatle to-demonstrate that Meorlands’ case was in perfect condition
at airport, so-opted te accept respousillity for damage. Offered to get
damage repaired at resort. Moorlands refused offer & requested new- case
once back in UK, Have accepted and will file incident thra' standard

compay sHrance.
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Writing bank key

1 Report writing
1 1 RaheldeJongand Christian Koller

2 Managers of local TIC and other
tourism decisior.-makers

3 frominternet search engines such as
Google and Yahco (key words:
Dublin tourist information
multimedia), the Tourist Offices
Worldwide Directory
{(www.towd.com), and visits to local
TiCs

4 positive: excellent, good, attractive,
comprehensive, =ffective, useful

5 interactive and multimedia facilities
at the Dublin Tourist Office

6 (Possible answers) (a) podcasts,

wideo, webcar; (b) e-caxds,

screensavers, webcam

Facilities at the TIC

Mode of presentation

Methodology

Follow-up work

- b w N

Information was collected from

various sources.

2 The following scurces were
particularly useful in compiling this
report.

3 Tourist Information Centres in the
city do not appear to be so well
presented or accessible.

4 Textinall these sectionswas
cornprehensive without being too
long.

S Prepare proposals for how some of

the Dublin features might be

included in our own regional tourist
information services.

Past Simple (Note: Present Sumple and
Present Perfecl also occur)

Active: were particularly useful, was
visually very attractive. it was very
easy to...,there werelinksto..., we
particularly liked ..., which gave details
of...

Passive: Information was collected
from...,was then selected and ordered,
was found

Information leaflet

1 2Sminutes

2 Star Ferry Terrinal Building

3 Dimsum

4 Teraple Street and Ladies’ Market in
Mong Kok

Victoria Peak

Opiain the Jia Hotel

7 daily 8.00 a.m.to 6.00 p.m. ‘

o W

2 1 48 HOURSIN HONG KONG. Yes, 48

hours = a weekend.

2 Discover the delights of China’s most
exciting city in 2 weekend. More
‘promotional’.

3 Getzing there, Get your bearings,
Check in, Take a walk, Lunch on the
run, Window shopping, Take a view,
Dinner with the locals, Sunday
moming: go to the temple. Yes, easy
to see. Yes, they indicate the content.

4 phone numbers and websites

Possible answers

1 Cathay Pacific, Qantas... fly non-
stop to Hong Kong
Both parts have modern hotels....
Accommodationin Hong Kong can
be expensive,
The trek ends in the little fishing
village of Shek O.
Dim sum is a Chinese institution.
Modern shopping malls are all over
the city.
The Peak Tram... makes a near
vertical climb...
Most locals head for the buzzing
restaurants...
A good place to feel the religious
atmosphere and breathe in the
incense smoke is Man Mo Temple

2 Accommodation in Hong Kong can
be expensive.
The Hong Kong Tourism Office in the
Star Ferry Terminal Building can
help with other options.
The customers are mostly Chinese
and you can watch the old woraen
playing mah-jong.

3 Discover the delights of China’s most
exciting city in a weekend.
Head to the hills.
Take the bus back tothe city centre.

Public notices

The weather is going to get very
stormy.

Some were going on a boat trip and
others were going to climb the Teide
mountain

Go shopping and sightseeing in Puerto
dela Cruz.

He forgot to warn people to prepare
their tents for the high winds.

B. [t is more formal. It uses complete
sentences.]t asksreaders to sign a list
or conzact the office. It is signed by the
campsite rep in name of the company.

4

Email job application
4,5,7,8

She begins with areference to the job

she is seeking. She ends by saying

when she is available for interview.

1 Lugo

2 Gijon

3 Skills -foreignlanguage and IT
skills (Savia-Amadeus and M$S
Office). Job experience - yeception
duties in hotels in Lugo ar.d Soulac.

4 Because this is the accepted way to
organize themin CVs

She has begun with her professional
experience in hotel reception work. She
has highlighted her language skills.
She has given a description of her
personality.

Reporting incidents

Lost documents (passport, air tickets,
etc). Client falls ill, is injured, or
becomes sunbumt. Client involved in
an accident. Complaints about room,
food, or other services. Client fails to
show up for a trip.

1 When they arrived at their hotel,
there were no rooms for them.

2 15thJuly. The Hotel Ozukara,
Bodrum.

3 8:3couples, Mr Copperthwaite, and
Mr Spencer

4 2 couples, Mr Copperthwaite, and Mr
Spencer were sent to the 4-star
Kassandra. The McKittericks were
given a double room in the Ozukara.

S JDakota

6 Turkish Meditour, the tour operator
They had not giveni the hotel the
latest registration list.
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7 Attractions and events

Take off

1 Whatarethese places? Are there similar visitor
attractions in your country?

Vocabulary
Types of visitor attractions

T What are the most popular visitor attractions in your
aity or region?

2 Which of the categories in the table do they belong to?
3 Canyou think of anothey exaraple for each of the types

of attraction?
2 Workin pairs. Say the name of a country oracity to 4 Explain the difference between the following pairs
your partner. Your partner must think of a visitor of words.
iont .
atiraction there 1 Jake/river 5 festival/parade
3 Take turnsto say -he names of different countries or 2 mountain /hi)l 6 nightclub/ casino
cities, until you have each got ten places plus 3 museura/arigallery 7 theme park/national park
attractions. 4 palace / castle 8 theatre/concert hall
Natural Built
mountains (e.g. the Himalayas) historic site (e.g. Shakespeare’s museum
lakes and rivers birthplace, Stratford-upon-Avon, art gallery (e.g. Louvre, Paris)
national park (e.g. Yosemite, USA) UK) theme park (e.g. Disneyland)
. archaelogical site (e.g. forum,
heritage coast palace / stately home
Rome, Italy) . \
(e.g.Versailles, France}
monument (e.g. Nelson’s Column,
castle
Trafalgar Square, London)
Events Entertainment and leisure
music / arts festival theatre shopping
(e.g-Edinburgh Festival, UK) concert hall sports centre / stadium
religious festival nightclub (e.g-Wembley, London)
carnival {e.g. Rio de Janeiro, Brazil) casino
parade (e.g. Gay Pride, 700

San Francisco)




Pronunciation

T ¢ Listen to the sounds underlined in the words below
Which sound do you hear? Tick (v') the right column.
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*

In this unit

@ types of visitor attractions

@ describing built attractions

@ describing festivals and events

@ people and facilities at attractions
@ bringing attractions to life

say/er/ no /av/ hear /15/

1 coast

2 home

lake

b|w

parade

v

Rome

6 Shakespeare
7

Shakespeare

8 stadium

9 stately

10 theatre

2 The sounds underiined are diphthongs - two vowels
close together in the same syllable. They are long
sounds. The first part is stressed more than the second.

Practise saying the words one column at a time. Pay
attention to the length of the sound underlined.
Remember to stress the first part of the sound most.

3 Goto the Key words for Units 1 - 6. Find words that
contain the diphthong sounds.

Reading
Trends in visitor attractions

1T What changes have there been in the four categories of
attractions in tha last thirty years? Think about when
your parents were the age that you are now.

2 Read the article. Did you identify any of the changes
mentioned? What other trends are described?

3 Find at least one example of each of the four categories
of types of visitor attraction.

4 Find examples of particular ways in which atiractions
are made more interesting and exciting.

Inside tourism:the changing
face of the ‘attractions industry’

As the wishes and tastes of tourists and visitors
change, tourist attractions have to change as well. In
the last twenty or thirty years,there have been some
significant developments.

Natural attractions like sandy beaches and mountains
cannot change very much, but nevertheless there have
been developments, in particular a concern to preserve
the environment and to make any buildings fit into the
natural context.

Perhaps the greatest changes have been in man-made
attractions like museums and historic sites, which have
become rore interesting and entertaining placesto
visit, while still maintaining their role of teaching
visitors about the past. In many of them, the airm is not
just to display the past, but to take visitors intothe past
in an interactive way. Some have been converted into
‘living museums’ where actors in costumes meet the
public and play the roles of characters from the past.in
others, history ismade vivid and exciting through the
use of realistic waxworks, animatronic models, sounds,
and even smells, to conjure up a sense of the past.

Traditional festivals by definition do not change very
much, but there has been a trend to increase the
nurmber of special events and festivals as cities realise
that holding a music festival or an arts event isa good
way of attracting tourists.

Entertainment and leisure facilities are always having
to change. In the developed world, the simple
rectangular swimming pool, for example, is no longer
enough —it has to be 2 water park, with flumes, chutes,
splash zones, and wave machines.

The tourist is always looking for new attractions, and
the ‘attractions industry’ has to keep on changing.

- J R
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Vocabulary

Architectural features

1 Match the pictures of architectural features with the
glossary of terms.

arch curved structure
with straight sides, often
supporting @ bridge or
the roof of a lorge
building

column toll, solid
vertical post made of
slone, supporting of
decoratfing a building
or stonding alone
dome round roof on o
building

facade the front wall of
a lorge building thot
you see from the outside
minaret tall, thin tower,
usually forming port of a
mosque

obelisk a fall pointed
stone column with four
sides, put up in memory
ol a person or an event
portal a large impressive
door or enfrance

spire tall, pointed fower
on the top of a church
tower fall, narrow
building, or port of o
building, either square or
fOUI"ld

vaulted ceiling
decorated roof made
from a series of arches
jcined together

2 Inwhich type of building would you find them (e.g.

cathedral, mosque)?

3 Canyou think of any famous buildings that have these

features?

4 Add one of these words to the word groups listed below.

construct
long

statue
alongside

granite
show
high, wide, thick,
underneath, in front of,
depict, represent,
build, erect,

marble, stone,

S Vb W N

carving, sculpture,

Reading

Two top Paris attractions

Read the descriptions of two famous buildings in Paris.
Each description has four sections. Which section

1 describes the use and function of the building?

2 describes when and why it was built?

3 gives some detailed description?

4 gives a general physical description?

Arc de Triomphe

a The Arcde Triomphe was erected in the early
19th century as a tribute to the French army of
Napoleon.Itis built of marble.

b The archis over 50 metres high, 45 metres wide,
and 22 metres thick.

c There are four sculptures carved on the facade.
The most famous is La Marseillaise. 1t depicts
the departure of the volunteers encouraged by
awinged figure representing France.

d Thearch is used for special processions.
Underneath the arch is the Tomb of the
Unknown Soldjer. A flame is lit every evening
at6.30 p.m.
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Notre-Dame cathedral

a The cathedral of Notre-Dame was started by
Bishop de Sully in 1163 and work continued for
nearly 200 years. It was completed in 1345. The
cathedralis dedicated to the Virgin Mary and
stands in the centre of Paris on the lle-de-la-Cité.

b Itis undoubtedly the finest exaraple of French
gothic architecture. The twin towers are a famous
feature of the Paris skyline, and are 69 metres high.
The spire, which was added in the 19th century, is
90 metres high.

¢ The facade is the most striking part of the building.
The three portals are adorned with remarkable
stone sculptures, including the Last Judgement.
The rose window in the facade was built over 700
years ago and is magnificent.

d The cathedralis still used for regular church
services as well as special occasions. The vast
interior can accommodate 9,000 people. French
road distances are established from the ‘0 km’
pointlocated on the square in front of the
cathedral entrance.

® Language spot
The Passive

1 Find a form of these verbs in the descriptions in Reading.

1 erect 4 use 7 continue 10 establish
2 build S light 8 stand
3 depict 6 start 9 adorn

a Which are Present tenses and which are Past tenses?
b Which are Passive and which are Active?
¢ Find other examples of Passive and Active verbs

2 Isthe Passive used more than the Active because
1 descriptions like this are more formal?

2 we are thinking about what is done to the thing we
are interested in, not about what it does?

3 sometimes we don’t know who or what does the
action (i.e. who is the 'agent’)?

4 itmakesthe text more interesting?

3 Which preposition (by, of, for) is used to describe

1 the person (or thing) who did it?
2 the reason or function?
3 the material used?

4 Write descriptions using these notes.
|3| Nelson’s Column, London

« InTrafalgar Square — constructed 1829—1841 -
commemarate Battle of Trafalgar 1505

¢ Column = 56 m; statuc of Nelson 5.5 m. Granite

¢ Base: 4 glant bronze lions (seulptor = Landseer)
— represens steewgth of British Empire

* A place to meet — celebrating New Year

Buckingham Palace, London

* Originally a country house for Duke of
Buckingham — converted 2o palace 1825
(archizect = Nash)

¢ Official royal residence 1837—present

* Fagade redesigned 1913 — 429 rooms
(78 bathrooms) — employs 335 staff

« Buckingham Palace apen to public August and
September. Alss art gallery

% Goto Grammarreference p.122
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lagoon (n) a lake of salt water that is separated from
the sea by a reefor an area of rock or sand

mass (n) a ceremony held in memory of the last meal
that Christ had with his disciples

plague (n) an infectious disease that kills a lot of people

redeemer (n) Jesus Christ

Listening
Describing a festival

1 @9 Listentoa guide describing the Festa del Redentore
in Venice. As you listen, follow the written text and
indicate places where the guide

1 adds something that is not in the text (1],
2 misses out, changes, or uses different words| _].
The first paragraph is done for you as an example.

2 Gotopl13 and check your answets.

3 §) Listen again. Complete the key expressions used by
the guide.

1 Good moming, .Welcome to Venice.

2 My name s Carlottaand your guide
for this weekend.

3 Before Istart,can rae at the back?

4 Let me start alittle about the history of
the festival.

From 1575t077, as ,Venicewas ...
the festival itself. What

is this:

6 Now,

7 By__ifyou’re wondering about. .
8 The climax of the festival and the most significant
part if you remember about the history
of the festival is ...
9 Oh,onething] isthat...
10 So,that’s the Festa del Redentore. As
it's a wonderful event.

11 Arethere_ 2

Venice, Italy

Location
Timing third weekend of July
Duration two days
Information www.comune.venezia.
it/turismo
Introduction

1 The Festa del Redentore — the Festival
of the Redeemer - is a high point of the
Venice summer. Thanks to a spectacular firework display,
the Redentore is a major tourist attraction.

History

From 1575-77, Venice was hit by a terrible plague which
killed more than a third of the city’s inhabitants. In 1576,
the city’s leader, the Doge, promised to erect a church
dedicated to the Redeemer, in return for help in ending
the plague.OnJuly 13, 1577, the plague was declared
over, and work began to construct the church. It was also
decided that Venice would forever give thanks on the
third Sunday of july.

Look at the comparison between the characteristics of
written and spoken descriptions.

Written Spoken

Use of headings and
paragraphs

Introductory phrases (e.g. Let
me start by telling you about ...)

Longer sentences Shorter sentences; sentence

breaks

Passive forms Passive is used, but not so
frequently —instead use of
‘you'’(e.g. You can make

arrangements ...)

Nointeraction with Interaction with the audience

the reader (e.g.Canyou all hear me at the
back?)
Punctuation Pauses, linking

(e.g.brackets) phrases (e.g. By theway ...)

Find examples of each characteristic (written and
spoken) in the text and script about the Festa del
Redentore.
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Festivals and events are among the most coverage, effect economicimpact, and
successful tools available to communities, enhance the quality of life for those who
cities, states, regions, and countries to live there.

increase tourism, create powerful and IFEA

memorable branding and imaging (International Festivals and Events
opportunities, encourage positive media Association) wwwi.ifea.com

Customer care
Different cultures, different responses

What happens
From early on the Saturday, boats are decorated with
flowers, lanterns, and balloons. St Mark’s lagoon fills

with as many as two thousand boats, their occupants 1 How can the people who work at tourist attractions
eating and drinking as they wait for the traditional adapt to meet the cultural differences of certain
spectacular display of fireworks. (Arrangements can nationalities, for example, Japan or the Middle East?
easily be made through your hotel for an evening with 2 Read the case study to find out what one tourist

dinneron a boat.) At around 11.30 p.m., the display
begins and the lagoon becomes one of the most isitors tothe h fBeatri
atmospheric stages in the world, fireworks illuminating Case study: Japanese visitors to the home of Beatrix

the spires, domes, and bell towers of the city Potter in north-west England.
. : ; Beatrix Potter, who wrote children’s books about

characters such as Peter Rabbit and Jemima
Puddleduck, is very popular in Japan, especially since
the release of the film Miss Potter in 2007.Her home,
Hill Top Cottage, is now owned by the National Trust
and Japanese tourists make up a third of all visitors. The

attraction has done,

On Sunday, a pontoon of decorated gondolas and other
boats is strung across the Giudecca canal to allow the
faithful to walk to the church of the Redentore. The
climax of the festival is the mass held in the presence of
the Patriarch of Venice, a reminder that the Festa has a

serious side. local tourist industry prepares tourism employeesin a
For more information, visit the website quoted above. number of ways.
Japanese culture Tourist industry response
writin Courtesy and politeness  Special courtesy training
g are veryimportant in programmes,including
Three festivals Japanese culture. teaching the correct

pronunciation of yokoso, the

T Workin groups of three Student A, gotop.11 Student Japanese word for'welcome’

B, goto p.112. Student C, go to p.117. Write a description | -
of your festival from the notes. Japanese people usvally Staff are being taught how
greet by bowing. to bow with the correct amount

2 When you have finished, look at each other’s

o . of formality.
descriptions and suggest any corrections or —
improvements, Giving and receiving little  The gift shop stocks items that
ifts is very importantin Japanese like to buy,and
3 Inyour groups, think of two festivals (or ceremonies 8 yime P 4
Japanese culture. packages each one in a separate

or parades) from your country. Write a description of

Nationa! Trust bag so they can
thern. & Y

be given as individual gifts.
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The Golden Gate National Parks
Conservancy is a non-profit membership
organization created to preserve the
Golden Gate National Parks,enhance the
experiences of park visitors,and build a
community dedicated to conserving the
parks for the future.

mission statement

Jrom the Golden Gate National Parks
Conservancy (which manages Alcatraz and
other naticnal parklands in the Bay Area)

www.parksconservancy.org

Vocabulary
People and facilities at attractions

T Match these descriptions of people who work at
attractions and things you find at attractions in A with
the words in B.

A B
People
1 shows tourists or travellers a activitysheet
where to go

b animatronics
2 looks after a forest or park

3 looks after things that are & audio-tour

keptin a museum d curator
4 translates what someone has e guide
said into another language
. f interpreter
S supervises and rescues
people who are in difficulty g lifeguard
inthe water (at abeach or )
h period costume

swimming pool)

6 protects a building fanger

j re-enactment

Things
7 the art of moving a lifelike k  role-play
figure or person by electronic I security guard
means . :
m signpos
8 a written board that gives Enp
directions and distances n waxworks

9 repeating the actions of 2
past event

10 activity in which you take the
part of someone else

11 exhibition of models of
people (not moving)

12 piece of paper to write down
answers to questions as you
visit an attraction

13 clothes from the past

14 recorded description of
an attraction

2 Atwhich attractions would you expect to find these
people and things?

WWw.nps.gov/alcatraz

Where in the world?

Read about Alcatraz in San Francisco.

1 What different functions has Alcatraz had in its
history?

2 Why dotourists go there?
3 Who canyoulisten to on the audio-tour?

Alcatraz /44

‘You are entitled.to-food, ‘clothing, shelter, and medical
attention. Anything else you.get is a privilege.’
(Alcatraz PrisoniRules and Regtlations no..5, 1934)

This rule was onelof the realities of life inside the walls
of the US Federal Penitentiary, Alcatraz Island. The

subject'of many movies and books, Alcatraz has

become:a symbol of America’s dark side. From fiction

- rather than fact, we have stories of the prison and

some of the men who lived in its cells — Al ‘Scarface’

Capone andiRobertStroud, the ‘Birdmari of Alcatraz',,
foriexample: The truth of Alacatraz has often been

overlooked, lostin the fogofits myths

Form your own pp:a_qo_ﬂs,-and explore the island’s
mysteries. For it doesiindeed have a mysterious
presence, one-shaded by the uses to which society
has putit. Thisisland in the heart of San Francisco Bay,
just two kilometres from the sights and sounds of one
of the world's most beautiful cities, has been used as a
fort, a lighthouse, and a prison. Today, it is a Gelden
Gate National Recreation Area, and the National Park
Service is working to make it accessible to visitors,
preserve its buildings, protect its birds and other
wildlife, and interpret its history.

Take the cell house audio-tour and hear some of the
officers and inmates talking about their experience on
‘The Rock’.
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Checklist

I can talk about visitor attractions in general
( can write descriptions of built attractions
[ can describe festivals and events

| can discuss different ways of bringing
attractions to life

L]
Find out B s s i
Choose four attractions frorm your country from the list
you made in Vocabulary on p.60. Try to include one KEY words
from each of the categories. Find out more about each ST
one and complete the table. In the final row, include !
L " activity sheet
your personal opinion of how exciting and ! .
s L animatronics
entertaining the attraction is.
arch
Attraction AYalREE ot
column
dome
facade
Description - rmaible
monument
national park
parade
- i period costume
Website procession
ranger
re-enactment
. — sculpture
Changesin waxworks
last20/
30 years AdjeCtiVe
dedicated to
Opening o Verbs
hours / construct
visitor depict
information i et
Excitement / ' represent
entertainment |
ating (010 B e

Next stop

1 Have you everbeen on a coach tour or

L ]
speaklng guided tour that you have either really

Bringing attractions to life enjoyed or really disliked? Where was it?
What did you see?
Work in groups.
2 What made the tour successful /

1 Choose the two visitor attractions from Find out which unsuccessful?

had the lowest exciterment / entertainment rating.

Decide how they could be made more exciting and 3 What problems do you think can occuron a
entertaining, and ‘brought alive’— for example, by guided tour, either on a coach or another
using actors, animatronics, waxworks, audio-tours, and form of transport?

SO on. !

2 Show your ideas to another group.
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8 On tour

Take off

T Whatdo youknow about the three places in the
pictures?

2 Canyou find thern on amap of the world?

3 Why doyou think tourists would visit them? What
types of tours might they go on - for exaraple, cruises,
walking tours, museum visits?

2] leya - Lost cities of the Greek

and Roman Empires

« Starting from Tripoli, ancient city and capital of
Libya. Nearby is Leptis, probably the best preserved
Roman city in the Mediterranean world.

« Fly east to the less often visited region of Cyrenaica,
aland of beautiful green hills running down to the
crystal turquoise waters of the Mediterranean.

« Discover the ancient port of Apollonia, an
enchanting city now partly sunk beneath the sea
which forms a dazzling backdrop to its theatre and
the columns of its Byzantine churches.

o Visit the city of Cyrene, founded in the 7th century
BC and for centuries the most important Greek city
in North Africa - its stunning temple of Zeus is larger
than the Parthenon in Athens.

e Extra tour to the Sahara Desert.

Reading

Three tours

1 Read about the three tours.In groups, discuss the
questions.

Which of the tours involve

1
2
3
1
5
6
7

a private performance?

visiting ancient ruins?

travelling on a boat?

accommuodation in the city centre?

seeing rare animals in their natural habitat?
aninternal flight?

talks by an expert?

®IEcology of Ecuador - the

enchanted islands of the Galapagos

»

A special tour accompanied by guest lecturer,
Dr Michael Brooke, Curator of Birds, Cambridge
University Museum of Zoology.

Travel in a specially modified cruiser, adapted for the
Galapagos. All cabins are air-conditioned outside
cabins with private toilet / shower room.

The tour begins with a visit to colonial Quito, plus a tour
of the Avenue of Volcanoes, among stunning scenery.

The South American archipelago of the Galapagos
Islands is home to an amazing variety of wildlife -
giant tortoises, marine iguanas, and many more.

Optional tour of the Ecuadorian Amazon - a journey
to another world.
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In this unit

@ the job of tour manager / tour guide

® standards of performance

® arrangements on tour

® giving a commentary and telling stories
@ problems on tour

2 Match these notes written by the tour operator with
the correct tour.In each case, decide what the notes

3 Which tourism professionals will be employed on the
tours?

rean. EXAMPLE
i 57 a guide at the museum
<[ 4 wWhich tour would you most like to work on?
Book local guide for city panoramic tour. What job would you like to do on the tour? Why?
Lecture in museum — English language?
Hostel facilities Aicpoct accivall - meet and. areet? ‘

Double-check availability of HB

[3 X
4l

Check first-class cabin for guest lecturer.
Staff on cruiser - English-speaking?
Local guide for tour of volcanoes.
Land-based travel? Jeeps?
it |

ISt Petersburg - City of music

« Tour 1o one of the world’s most magical cities,
including a number of concerts in grand settings (e.g.
Sheremetev Palace, where students of the
St Petersburg Music Conservatory will perform works
by Tchaikovsky exclusively for our group).

¢ Programme covers all the principle sights of Peter the
Great's magnificent city, from the Hermitage, with its
priceless Scythian gold collection, to the Catherine
Palace at Pushkin, with its recently-restored Amber
Room.

» Wewill also have the services of Humphrey Burton,
one of Britain’s most distingnished television directors
and commentators to help bring out the musical magic.

» We stay throughout at the Dostoyevsky Hotel in the
heart of St Petersburg. '

Book coach éro.vugqiers (plus Local anide?
Locall g}mcLes At VAACUS SLaRSST

Check adccommodation. accanfemends ,FO( the
Sahaca tour - wends? -

Listening
From tour guide to tour manager

1 ¢ Tourismtrainees do not usually find a job as tour
manager as their first job. Listen to Gina Meadows
describe what she did before she became a tour manager.
Note down the training she did and any jobs she had.

2 ¢y Listen again and write T (true) or F (false).

1 Gina always wanted to work in tourism.

2 The qualification she got is recognized in many
European countries.

3 She gotthe job she wanted immediately.

4 Her experience of travelling was more important
than the qualification.

S Shespenttwo years working as a tour guide before
becoming atour manager.

6 Shelikesherjob.
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Aguide takes on a2 number of roles for the
tourist: teacher, entertainer, ambassador,
nurse,and ‘the boss”.

Jenny Townsend

London Blue Badge Tourist Guide

It’s my job

Read about Lucy Tovchikh from Ukraine.

1 Whatdoes Lucy like / dislike about her job?

2 How does she try to make her tours interesting?
3 Whatother job does she do?
4

Which of her special tours would you choose
togoon?

Ludmila (Lucy) Tovchikh

How long have you been working as a tour guide?
For more than ten years.

What does your job involve?

Researching, exploring, reading, designing a tour,
guiding. For me, it's always important to know who | will
guide for beforehand —what country tourists are from,
their ages, their reason for visiting Odessa. It helps me to
evaluate their background knowledge and to provide a
tourin a certain way.

What are the main sights and attractions in your city?
The beautiful Opera House built by Viennese architects
at the end of the nineteenth century.

The Potyomkin Steps connected with the mutiny cn the
battleship ‘Prince Potyomkin’in 1905 and a famous film
by Eisenstein.

The non-stop beach nightlife with lots
of discos, restaurants, and bars.

Do you do any special tours?
Yes, | do Criminals of Odessa, Catacombs,
Jewish Odessa, Palaces of Odessa, and a very
special tour which only | do - Pirates of
Odessa,which involves changing into pirate
costumes, visiting a pirates’cave,and
listening to and singing pirate songs.

Find out

What job opportunities are there for tour guidesin
your area (on coach tours, cruise ships, or at visitor
attractions)?

What qualifications and experience do the companies
require?

What training do they give —for example, on giving
commentaries and presentations, health and safety,
dealing with problems?

What do you enjoy most about your job?

I try to make a sort of performance for my tourists. | hate
boring academic tours with lots of dates in them. People
usually forget them.They remember the impression
about the city. Some interesting stories. Sometimes |
evendance and sing.

What do you find most challenging?
Big groups of people and a stressful schedule. It happens
when | work for a cruise ship.

Have you had any interesting people on your tours?
What do you mean by ‘interesting’? If you mean famous,
yes. | did tours for some famous Russian actors,
composers,and writers. If you mean nice to talk to, sure.
Almost all of them were interesting. | always learn
something from people | guide for.

Apart from guiding, do you do any other work?
Yes, | teach English.That's also a sort of performance.

Do you have any particular plans for the future?
Apart from guiding, | love travelling. Next year

I'm going to Siberia to see Lake Baikal with my Dutch
friend and then for a cycling tour around Holland.

Any advice for someone about to start as a Tour Guide?
Love what you are doing. Be inquisitive and enthusiastic.
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2 What do you think these technical abbreviations and

Vocabulary
Standards of performance

Use the words and phrases below to complete the
‘Standards of performance’advice sheet to tour guides
from a training manual.

anecdotes first-aid kit rapport
bodylanguage gestures seat belts

clarity hazards sense of humour
eye contact microphone tone

STANDARDS of
PERFORMANCE

Aim:To inform, entertain, and care for visitors,

and enhance their experience

* Establish a welcoming 1with the
group by smiling when you greet the group and
introducing yourself and the driver.

* Use open 2—do not fold arms, do
not keep hands in pockets.

* Controlhandandarm___ 3,

\ * Check that the 4 is switched on and
working, and adjustittoensure 5.

+ Make sure that you are looking at everyone and

establish ¢ when talking to the group.

]

Use voice correctly with a variety of pitchand a
lively 2

* Beenthusiasticanduseyour _______ 8to
entertain and make the group smile and laugh
when appropriate.

| = Tell stories and
them too long.

9, but try not to make

* Inform group about safety,useof 10
on the coach, 1 and emergency
procedures.

Warn group of
and getting off the coach.

12, e.g. while walking

terms used by tour managers / guides mean?

1 comfort break 5 pax

2 grats 6 rooming list

3 Must Tells 7 Top Visual Priorities
4 panoramic

Customer care
Personal appearance

How important is the way you dress and your
personal appearance in tourism? Read this extract
from the ‘Standards of performance’ for a national
Tour Guide Association.

1 How would the standards be different for (a) 2 hot
country, (b) a Muslim country, (c) your country?

2 Change the standaxds so that they are appropriate
for your country.

Dress appropriately for the occasion

= city guiding —tailored trousers or skirt and a jacket
for women, tailored trousers for men with jacket
and tie

= country or island guiding - as for city, but jackets
may be replaced by smart sweater
weatherproof clothing and footwear, depending
onseason
outdoor activities — appropriate protective clothing
for weather and conditions
be aware of personal hygiene and condition of
clothing
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What is it?

Listening Z { Listen tothe extracts from five conversations or
e s commentaries - they correspond with situations
Practicalities on tour 1to 5in 1. Write the letter of the conversation in the last

1 Atwhich stage of a tour would you expect to hear the coluran.

expressions listed below? Write your answers under
‘Exercise 1"in the table.

e Language spot

1 when checking arrangements with other tourism

service providers (e.g. hotel) Explaining arrangements
2 when talking to passengers at the start of the tour 1 Whatare the different tenses used in these sentences?
3 when talking to passengers during the trip Choose from the following.
4 whentalking to Head Office (tour operator) 1 Present Simple 4 Future Continuous
: ) 2 Present Continuous 5 going tofuture
th
5 \CA;};EE talking to passengers when getting off the 3 will future
a You're not gettingin until 9.00 p.m.
Exercise1 | Exercise 2 b I'll be looking after you today.
a Ifyou look to your left in a W[l 3 ¢ We're going to be on the coach quite a lot today.
m)(/>ment you'll see ... d We're taking a scenic route through the countryside.
— e We will be stopping for lunch in a very nice hilitop

b Hi, thisis Sarah, the guide

restaurant.
from Galloway Tours.

I'll be telling you a little bit about the countryside.
I'll tell you something about this traditional dress.
We're going to have to take a two-hour break.
We’'re going to take a break here.

The coach departs at 11.05 precisely.

There’ll be a lot of coaches parked here.

¢ Please be back on the coach
in thirty minutes’time.

d Canyouall hear me OK? ‘

e — = = oq —h

e Ifthat’s a problem,call me |
back on the mobile. |

— ——— 2 Allthe sentences in i describe the future. Which forms
f Isthetemperature OK?

i are used to describe
g Whilel've gotyou,can ljust | 1 atimetabled arrangement?
~ check something else? B 2 adefinite arrangement?
h We're going to take a break 3 afuture action over a period of time, or an action
here. that will happen as part of a schedule?

= 4 anintention?

: t .
' Parthemorment, just st 5 adecision to do something not pre-arranged?

back and relax.

j Hi,this is Sarah again. 3 Putthe verbs in brackets in the correct tense.
There's another probiem. 1 Yousay there are two extra for dinner? In that case,
k_ So l'll tell you something we__(set)anextratable.
about ... 2 We needto be at the station at 11.30 tomorrow
becausethetrain ___ (leave)at11.45.

I Im just checking you got
my message. - 3 We__ (stop)inafew minutes so that you

Y : can take some photos.
m Yourdriver today is Ken.

— 4 We__________ (arrive) in Edinburgh at S.00 p.m.
n Please be careful as you get . X .
off S lateronl___ (give out) questionnaires for
youtofill in.

»» Go to Grammar reference p.123
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Speakmg 5] EE A HEES STORY / ANECDOTE

Checking the schedule Green Park on left

Role-play the conversations between a tour guide and a Why ‘Green’ Park?

hotel, and a tour guide and a driver. Student A, go to No flowers — just trees and grass.

p109.Student B, go to p.114. Why no flowers?

In17th C king walked thru park =
Writin g picked flowers for mistress
2 . (girlfriend)

Preparing notes for commentaries Queen (wife) not happy — all flowers removed

1 Work in groups of four. Read sections b and e of the Bunch of grass = not so romantic!

commentary on p.133 and identify what the speakers
actually say for these notes.

3 Write notes for the Top Visual Priority {a description of
Things to remember a famous sight) and Must Tell (an amusing story or
ot otart something about the food and drink or local customs)
sections for a tour in'your own country or region.

welcome Getting off Remember to write only the notes, not the full text.
check micraphone reminders
ntroduce self and driver  thank you — enjoy? .
: i 9 Speaking
comfortable: break — coffee and
temperature? toilets Coach tourrole-play
explain day — lunch, visit ba?kkij "3 ZMLWU 1 Inpairs, prepare a tour of an area you know well. You
castle, arrive hotel ¢ el can use or adapt the notes you made in Writing.
6.00 p.m. be careful (steep steps)

2 Things toremember at start
relax — commentary later

@ Top Visual Priority — description

2 Work in pairs. You are guides. Choose either A orB > Must Tell - story / anecdote

below and say what the guide would actually say for ¢ Getting off reminders
these notes. Your partner should corapare your 2
commentary with the text on p.116.

[A]

Work in groups of five or six. Take turns to give your
commentary to the rest of the group. The ‘passengers’
e _ should make notes on each guide’s performance using
TOP VISUAL PRIORITY: Jol 21413 ([e])] the Standards of performance in Vocabulary on p.7).

TOWER BRIDGE

Before bridge — one of most famous sights

Tower Bridge — started 1886 — took 8 years

great engineering achievement — was world's largest
hydraulic bridge

two towers each 49m high

walkway 46m above river — closed in 7970 (too many
Suicides)

bridge opens 4t least once 4 day = if lucky might

see if!
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Are there any items of clothing,
musical instruments, or drinks
which are typical of your region
or country?

Listening
Problems on tour

T () Listentoa guide dealing with a problem on a coach.
Which of these situations has occurred?

1 coach breaks down in the city centre
coach breaks down on the motorway
driver feels very il and can’t continue
one of the passengers faints
air-conditioning breaks down

[ Y T S VO R N}

one of the passengers gets very upset

2 7y Look at this list of guidelines given to tour guides.
Listen to the guide again and tick () the boxes when
the guide demor.strates one of the guidelines.
Guideline

Listen to the customer

Apologize

Show sympathy and understanding

Address the custormer by name

Explain and clarify

Calm the person / people if they are agitated

aoooooaono

Solve the problem or offer a plan of action

00 N O VI bW N

Use the suppert of colleagues and supervisors
if necessary

O

9 Make sure the customer knows exactly what
you're going to do 0

10 End the discussion 0O

3 Do you think the guide handled the situation well?
Would you have done anything differently?

e Language spot

Language of calming and dealing with
a crisis

Match these expressions from Listening with the
guidelines in 2.

a I'mvery sorry about this, but as you can see we have
a bit of a proolem.

o

Now, please keep calm.

Please don’t worry, Mrs Parsons.

This is what we're going to do. We're going to ...
Oh dear, what’s the matter?

Don’t worry.

[ know, I understand.

0 g =™ O Q. N

Let me explain the situation.

s

Ihope that's clear?

j Tltell youwhat we'll do.

Here are sorme more expressions. Match them with the

guidelines.

a Ohdear, that sounds terrible. Have a seat.

b Trytorelax.I'msure it'll be a)] right.

¢ Please calm down.

d Do you all understand what we’re going to do?

e Let'sgoand ask at the desk to see if they know
anything.

f TI'mafraid I'm going to have to talk to my head office.

g Idon'tthink there’s any point continuing with this
discussion.

h This is the plan of action: we’re goingto ...

Work in pairs. Choose one of the expressions from 1 or
2, and say it to your partner. Your partner should
respond with a different expression that does the same
thing.

EXAMPLE

A Don’tworry

B There’s nothing to worry about.

» Go to Grammar reference p.123
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Checklist

| can explain arrangements

I can make written notes to help with
commentaries and presentations

I can give a guided commentary

Pronunciation

1 ¢ Listen. Which word or words are stressed most in

each expression?

1 a TI'msorry about this.

b I'mreally sorry about this.
2 a There's nothing to worry about.

b There’s really nothing to worry about.
3 a Thatsounds terrible.

b That sounds really terrible.
4 a Idoapologize.

b TIreally doapologize.

¢y Now listen to these versions of the same expression.

Which coramunicates more concern, a or b?

1 a I'mreally sorry about this.
b I'mreally sorry about this.
2 a There’s really nothing to worry about.
b There’s really nothing to worry about.
3 a Thatsoundsreally terrible.
b That soundsreally terrible.
4 a Ireally doapologize.

b Ireally do apologize.

How are the 2 and b versions in Z different? (Hint:
which words are stressed most in each version?)

Practise saying the expressions in 1. Pay attention to
sentence stress.

Speaking
What would you say?

Work in pairs. Choose one of the situations from
Listening 1, or one from the list below (or you can invent
your own). What would you say?

» You have fifty passengers on the coach, but he

microphone is not working.

Some of the passengers say they booked a tour to a

historic building, but you are already heading for a

theme park.

® Asyouarejust setting off, there is Joud bang from
the engine and the coach stops.

D

Take turns to act out the situation with your partner.
Correct each other’s language and suggest ways of
improving what you say and do.

I can deal with problems on tours

[N N e
Key words

Nouns

anecdote

body language
clarity

comfort break
commentary
eye contact
first-aid kit
gesturs

grats (gratuities)
guidelines
hazard
microphone
Must Tells
panoramic tour
pax

relief driver
rooming list
sense of humour
sympathy

tone

Top Visual Priority
tour manager

[ R |
Next stop

1 What would you prefer to do during a
beach holiday - lie around or do sports and
play games?

2 What would your parents prefer to do?

3 Isthere anything else you would like to do?
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9 Hotel entertainment

Take off

1 Why doyou think hotels need to offer entertainment
facilities to their guests? =

2 Which sort of entertainment do
you think guests look forin

1 acitycentre hotel?
2 aluxurybeachresort hote)?
3 asmall rural hotel?

3 Whichdifferent types of hotel
entertainment have you used?

Vocabulary

Something for everyone 2 Classify each activity in 1. Some activities will fit more

T Match these hotel entertainment facilities and than one category.

activities with the pictures. a sports and recreation
b indoor entertainment

1 aquaaerobics 8 pedalboat ¢ kids entertainment
2 cabaret 9 intine skating d entertainmentfor adults
3 casino 10 scubadiving
4 disco 11 spacentre 3 Addtwomore activities to each category in 2.
) .
56 Qit(ril;scilf;ntre ; 3 fr‘x“,\ggfgamrsing 4 Choose the two activities you like best from each
7 payTV 14 windsurfing category. Tel} your partner why you like them.




Hotel entertainment 77

*

In this unit

® what is hotel entertainment?

@ indefinite pronouns

@ working with kids

® getting a job in hotel entertainment

@ the perfect worker
Pronunciation Customer care
1 ¢ Listen and practise saying the words below. Pay Customers of all ages

attention to the pronunciation of the consonants at the
beginning of each word.

scuba diving
skating
sports
swimming

Z @ Now listen and practise these words. Pay attention
to the pronunciation of the consonants at the end of
each word.
kids
adult
practised
went

3 Now combine words from 2 with activities from 1and
say what activities there are, or what activities people

did. Be careful with groups of consonants at the Tourists come in all different shapes and sizes - and
beginning and end of words, ages. When it comes to entertainment, different ages
EXAMPLES may have different needs. What entertainment do you
The kids’scuba diving classes are in the morning. think these ‘seven ages of the tourist’ will require? You
The adult skating classes are in the sports hall. can choose from the items in the box if you want.
We practised skating yesterday. 1 Young children 4 Young couples
We went swimming last night. (aged 0to12) 5 Families with young kids
i ] 2 Teenagers 6 Middle-aged people
& M_ake up a tongue twister about hotel entertainment 3 Young adults 7 Retired people
with as many consonant groups as possible.
EXAMPLE Trip to a water park or theme park |
The kids practised sports, but the adults tried scuba Candlelit dinner
diving and windsurfing. Making things and playing games
Playing tennis

Trip to a musecurn or art gallery ‘
Waterskiing or windsurfing

Bungee jumping or white-water rafting
Clubbing and dancing

Good food and drink

Shopping

But remernber: don’t assume your custormer will want
a certain type of entertainment just because they are a
particular age. There may be teenagers in your care
who like to visit museums and art galleries, and there
may be retired people who want to go clubbing or visit
a computer-game arcade!
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5 Give prizes only when somebody wins

3
4

General rules for entertainers

Refer toclients as'guests’
Try to get everyone to participate in games

Don't play games with money
Don’t speak about cex, religion, or politics

Reading
What’s on today

Look at the day’s entertainment programme for the Isle
of Krk hotel, in Croatia. What activities are there for

1 children early in the morning?
2 adulits after lunch?

3 teenagers?

Which activities

1 involve competitions and garnes?

2 are not suitable for young children?
3 take placeindoors?

What do you need to take for the boat trip? Why?

Why do you need sun cream and a T-shirt for
snorkelling?

What looks least interesting in the programme? What
would you put inits place?

e Language spot

3
4

Indefinite pronouns

Complete the sentences with anyone, everyone, no one,
orsomeone.

1 Ourentertainment programme has sorething for

2 Isthere who doesn't know how to swim?
3 ___ shouldfeelthat they have lost when
you play games for fun.

4 Inagroup of adults, there will always be
who doesn’t like games.

5 _ __ whocanswimcan try snorkelling.

How do you say anyone, everyone, no one, and someone
in your own Janguage?

What is the difference in meaning between these words?

Complete these sentences.

1 Agood entertainment workeris who
loves being with people.
2 whoisyoung, energetic, and creative

can become an entertainment worker.

3 Make sure that there are questions for
in the farily quiz.

Croatia
Tues 12 Aug
ENTERTAINMENT AND ACTIVITY:PROGRAMME

Time Age & comments Meeting point

10.00 KidZone

10.00-13.00, Daily activity
session for 3—10s

Children’s pool

10.30 LearntoDJ

Teens and 'older’ teens

Istria Lounge

11.30 Glass-bottomed boat trips Hotel reception

Bring sun hats, sun cream, 2f€a

and sunglasses

12.00 Pool madness Adult pool
Aqua aerobics for all. No
one is too unfit for this

training session gone mad

KidZone

16.00-12.00 p.m. Fun &
games for 3-10s

16.00 Children s pool

16.00 Snorkelling in the sea Terrace
Only for swimmers aged

12 and over

Don’t forget your T-shirt,

sun cream, and towel

17.00 Talent competition
Rehearsals

10-16s only

Porec Lounge

20.00 Family quiz night Dubrovnic Suite

Questions for everyone

23.00 Dancing with KB Sounds  Dubrovnic Suite

Disco the night away

4 When you are talking to a group, make sure that
is listening.

5 When you are talking to a group, make sure that
has the sun in their eyes.

6 Idon'tknow
organized evening show.

who doesn’t enjoy a well-

>» Goto Grammar reference p.124
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Speaking
Preparing a daily programme

1 Workin pairs.Look back at Reading, and analyse the
activities programme. Ask questions like this.

Does the prograrme have something for everyone?
Is there something to do at all times of the day?
Are the activities varied and fun?

Z When you have identified the weak points in the
progrararae, think of better activities.

3 Prepare a programme of events for an imaginary hotel.
Think of original names for the kids’ club, the activities
for teenagers, and sc on.

4 Work with another two pairs. Present your prograrmme.
Student A, announce the daytime activities. Student B,
announce the evening activities. Say things like this:

Student A Good morning, everyone. We hope you slept
well and are ready for a lot more fun. Today's
programme has something for everyone. To start the
day...

StudentB Good morning, everyone. We hope you have
had a great day and are ready for a lot more fun. This
evening’s programme has something for everyone. To

Where in the world?

=MGM Grand

BAS VEGAS

The MGM Grand is one of the world's
biggest hotels with over 5,000 rooms.
Las Vegas, of course, is famous for its
casinos, but if your luck is down, is
there anything else to entertain you?
And what about kids? What is there for
them? Read on and find out.

Guests to the MGM Grand are
fascinated by the glamour and
excitement of its sophisticated shows,
high-class dining, and first-class
nightlife. But if you want to take it
easy, it’s cool by the pool, once you've
decided which one. This ‘city of
entertainment’ offers its quests so
much that it's more like a big-budget
film studio than a place to sleep. And
it's just as big. With 5,034 rooms, the
$1 billion MGM Grand resort hotel
offers the maximum Vegas experience.

start the evening ...

Attractions: the Lion Habitat is a glass-
enclosed area where you can watch the
lions feed, play, and sleep; the CBS
Television City Research Center screens
new television shows daily.

Dining: try cordon-bleu cookery at The
Mansion, fresh fish at Michael Mina's
Seablue restaurant, the Louisiana flavor of
the New Orleans Fish House, the nouvelle
cuisine of the Wolfgang Puck Bar & Grill,
or ataste of ltaly at the Fiamma
Trattoria.

Entertainment: different visiting

stars at the MGM Grand Garden Arena,
a 16,800-seat special events center; the
Hollywood Theatre, a 740-seat theater.

Health club: stay fit or get fit. Either
way, the health ciub has what you
need.

Nightlife: choose between the Studio
54 nightclub, and the TabGlounge. Or
visit them both!

Pools: the 2,500 m2 water complex
features five pools, three Jacuzzis, and
a unique 300m-long river pool.

Shops: Studio Walk, Star Lane Shop,
Front Page News Stand, Grand Spirits,
MGM Grand & Co.

Wedding chapel: Las Vegas
weddings are world famous, and the
Forever Grand Wedding Chapel offers
once-in-a-lifetime wedding ceremony
packages.

Spa: our 2,700 m2 spa boasts more
than 20 treatment rooms and all kinds
of massages and spa services.

Child-care facilities: No.
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Most of the time | was with teenagers.( know it's a
difficult age but | didn’t have any problems. There’s a bit
of arebelin me,so wnen it was my turn to be with
them, | really enjoyec it. There's got to be a bit of rebel in
you to do this job. Conformists, no thanks!

Diego Quintero

Entertainment worker, Mallorca

2 Match four of the points of special attention with the
extracts from the manual.

Reading
Working with kids

Children’s entertainment is very important in beach
hotels. Children’s entertainers usually need the help of
their company training manual to do their job well.

3 Readthe extracts again. Answer the questions.
1 Whyshould an entertainer ‘be a kid again’?
2 Think of three more theres for kids' programmes.

3 Whenis children’s entertainment work more

1 Lookat the introduction to the section on entertaining difficult ~ early in the season or in mid-season?

children in the manual.

1 Why is working with kids difficult? 4 Work in groups. Think of two pieces of advice for each
f the oth ints. i i

2 Why is it important to keep kids entertained? ;)he c(laais er points. Pool all your ideas with the rest of

Coursebook Maximaal Entertainment
KIDS' ENTERTAINMENT

Remember! Remember! Remember!

1 Working with kids is not an easy option. They have more
energy than an Olympic athlete, and are more demanding
than any of your bosses at Maximaal Entertainment.

2 Kids' entertainment is possibly the most important part of
hotel entertainment. Why? Because happy kids make
happy parents.

Always pay special attention to

o Atmosphere » Themes « Ability
o Safety o Reality » Parents.

1 We train you, but this is what you create. Make
every day different and make it special. Put
originality and effort into your programmes. The
more you try, the more kids love you. And dress
the part — drass up each day to fit the theme.
Show the kids you're interested in them. Be a kid
again. You'll be surprised how good it feels.

[o%]

Each day has to be different and that can be hard
for you. Don't despair. Remember that kids have
great imaginations, and draw on that. Pirates,
the stars, magicians, dinosaurs, monsters, and
fairy tales — there are a thousand things that can
make the focus for the day. And don't forget local
and national festivities. They are also part of a
kid’s world.

3 Where there are kids, there are parents. With
time, you'll see that parents aren't that hard to
deal with. Welcome them and their kids in the
same way - with interest and enthusiasm. Use
parents where possible. And don't forget: with
young kids, make sure you know where the
parents are.

It doesn't matter how well you plan your
programmes — things can change. Early or late in
the season there may not be enough kids to run
some activities. In the middle of the season it
can get so hot that lots of kids (or their parents)
want to stay indoors. This will ruin a sports or
swimming day. But these are real situations and
you need to accept them and adapt.
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Listening e Language spot
Making a water ball Helping kids to make things

1 Look at the pictures showing you how tomake awater 1 Look at phrases a~h from Sonia’s instructions. Which
ball. Try to put them in order. phrases tell the group

Bin 1 whatthey have todo?

2 what they have to do and the sequence they have to
e N follow?

a Blow up one of the balloons to stretch it a little.

b Now,once you've stretched the balloon, fill it with
water and tie a knot.

¢ Whenyou tie the knot, make the shape of the
balloon as round as possible.

d Doyou see what I mean?

e Now get another balloon, blow it up, let the air out ...

f ... whenyou'velet the air out, place the first bailoon
inside it.

g Workin twos and help each other.

h Have you all done that?

2 We use the imperative to tell people what to do. What
other verb tenses has Sonia used?

3 Look at cand f. They both begin with when and they
both describe two actions. Which phrase describes

1 Actionland next Action 2?
2 Actionland at the same time Action 2?

» Go to Grammar reference p.125

(e[ ]

Speaking

_ _é? Getting kids to make things
[h]L] 1 Workin pairs. Student A, goto p.109.Student B, go to

p.111. Study the instructions. Make sure you understand
them completely. Think carefully about the language
you are going to use to explain the activity.

Z Take turns to be the entertainment worker. Your

partner will listen and carry out the instructions.
2 @y Listen to Soria describing how to make the water

ball. Check your answers. 3 When you finish, discuss how well you did with your

partner. Did you have any problems giving instructions?
3 G Listen again and make notes. Were the instructions and the sequence clear to your

4 Use your notes and try to tell your partner how to make partner? Did you offer heip and encouragement?

awater ball.
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Listening

Getting the job Coursebook Maximaal Entertainment
The perfect entertainment
worker

1 Have good public relations (PR) skills.

2 Have a good command of the languages of the
hotel’s guests.

3 Have initiative. Be creative.
4 Beable to work in a team.
5 Have a charismatic personality.
6 Have an open nature.
{9 Listen to Ineke talking about how she gotajobasa .
hotel entertainer in Bali, Indonesia. Answer the 7 Physical appearance —no sunglasses, no large
questions. piercings.
1 Why did she want to work as a hote] entertainer? 8 Wear your uniform during the day. Always wear
2 Howdid she find the job in Bali? your badge; always wear white trainers.
3 What happented at the initial selection? 9 Be able to maintain a conversation with
4 Which of the following techniques does Ineke say

. guests.
she practised during the fraining session?

10 Behaviour - always greet guests and smile.

how to organize games

- 12 |f there are any problems, always tell the person
elementary first aid

responsible in your team,

a usingtherighttone of voice

b using a microphone 11 Behaviour — don’t smoke, drink, or eat during a
¢ keeping groups undery control performance, not even water, until the

d howtostand onstage performance has finished.

e

f

5 Which did Ineke enjoy more ~the training or the job? N ; . -
How do you know? ever argue with a colleague in front of guests.

14 Keep relations with other hotel workers good.

Vocabu Ia ry 15 Keep everything tidy backstage and in the
mini-club.
The perfect worker .
16 Avoid emotional responses to guests. Think

1 Hotel entertainment work requires a special before you answer.
personality, specific skills, and accepting company
rules. Look at the points describing the perfect
entertainment worker. Which points are about 18 Be careful about how you say things and about
1 qualitiesandskills? 3 worker—guest relations? gestures and posture.

2 company rules?

17 Trust your team.

19 Be patient.

Z Measure your own personality against that of the
perfect entertainment worker. Where are you strong,
and where are you weak?

20 Don’t discriminate between guests.
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Find out

T What activities could you use with guests of different
agesinan entertainment programme? For kids, try
talking to teachers at a primary school. For teenagers,
think about yourselves a few years ago. For adults, talk
to your parents or your teachers.

2 Work in groups. Produce an instruction sheet for each
activity, and then put all of the ideas together to create
your own entertainment training manual. You might
want to add an appendix with the language from this
unit in English and your mother tongue.

Writing
Email application

Most hotel entertainment jobs today ask you to apply
online, sending a photo and CV.

L ]

Hotel Entertainers / Children’s Entertainers
Location: Greek Isles

Job Details: We are looking for dynamic young people to
work as part of a team providing entertainment in our
resort holels in the Greek Islands. You will be helping to
programme and run the holel entertainment programme.
Daytime duties include the kids’ games and sports activities,
CrazyKidsClub for young children, keep fit, and cerobics
sessions. Evening duties include mini-disco for kids, fun
dancing, karaoke, and quizzes for families, and gomes
sessions, dances, and shows for adults.

Job Category: Hotel entertainment

Experience required: MUST have good knowledge of at
least one European language (English, French, German,
ltalian, Dutch) and be able to speak at least one other
European language. Full iraining, fransport, and living cosis
provided.

To apply online, click here. |

2l

1 Think about your own personality and skills. Organize
your ideas into separate groups. When you write, these
groups will be separate paragraphs.

2 Prepare an email applying for the job.If you want, go to
p-56 and look at the ernail there to help you.
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Checklist

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

Ican prepare an entertainment programme
for a beach resort hotel

I can describe how to make simple arts and
crafts objects to a group of children

I can understand texts about training for
entertainment work

[ can write an email applying fora jobas an
entertainment worker

7o |
Key words

Activities programme  Perfect worker
aqua aerobics badge

cabaret charismatic
casino initiative

disco posture
fitness centre public relations (PR)
pay TV uniform

pedal boat

quiz

scubadiving

snorkelling

video-gaming

People

adult

couple

kid

retired person
teenager

Next stop

1 Doyou have any hobbies or special
interests? How could a tour operator
provide a tour that involved your hobby or
interest?

2 What types of holidays do elderly people
like to go on? Think about members of
your own family.



84 Unit10

=
"
'
S
o
P
©
Y
N
'
W
T
Q.
A
(@
e

Take off

1 How are these photos connected to tourism?

2 Canyou think of any holidays that would
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include these experiences?

S

Reading
What is niche tourism?

T Read the text. Which is growing faster: mass tourism or

niche tourism?

2 Do you know what all the ‘micro-niches’are? Which

ones

1 are geared towards students and young people?

2 helptourists to find out about their ancestors?

3 get tourists working on environmentally-friendly

projects?

4 involve being either a participant or a spectator?

5 involve eating and drinking?

3 Here are some more niches. What do you think each of

the

them involves? Where would you put them on

chart?

industrial
2 plane-spotting

3 cosmetic surgery
4 filmirail

1
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*

In this unit

® niche tourism

@ responding to special requests

@ disability and tourism

@ identifying and checking special needs
@ writing a report on specialized tourism

Inside tourism: mass tourism —niche tourism

Mass tourism has grown at a remarkable pace in the last
fifty years —more leisure time, more tourists, more
resorts, bigger hotel complexes, more attractions able to
take huge numbers of visitors, larger aircraft, many more
flights. But in contrast to this, as people have travelled
more, the need to experience something different,
something special, something tailored to the specific
needs and interests of individuals and groups of
individuals, has also grown. The result is ‘niche tourism'’:
tour operators have realized there is a market for the

specialist tourist, and it is a market that often spends
more than the ‘package-holiday’ tourist. This market is
perhaps the fastest-growing market in the tourism
industry.

Niche tourism has a thousand different faces —holidays
for senior citizens, tours for the disabled, gastronomic
holidays, tours geared towards the gay community,
photographic holidays, ‘dark’tourism (visiting places
with sinister and macabre histories), and many more.
The chart below lists some of the niches.

TOURISM ACTIVITIES
|

Mass tourism
Conventional tourism involving
large numbers of touristsin
staged settings

Niche tourism
Special interests, culture,and / or
activity-based tourism involving a small
number of tourists in authentic settings

Micro-niches |

I |

Cultural Environmental Rural Urban Others
Heritage Nature and wildlife Farms/barns Busirymess Photographic
Tribal Ecotourism Camping Conference Small cruise
Religious Adventure Wine / gastronomy Exhibition Volunteer
Educational Alpine Sport Sport Dark
Genealogy Geotourism Festivals and events Gallery Youth
Research Coastal Arts and crafts Art Transport

4 Match the niches in 3with these extracts from tour
operator websites.

El Follow in the footsteps of the boy wizard, visit Alnwick Castle, the
location for Hogwarts, and see where Harry Potter learnt to fly his

magic broomstick.

E We will aim to see the latest range of aircraft

used by the Greek Air Force.

—  From an insider’s glimpse of a hi-tech car plant to the weird
antiquity of a Cuban cigar factory, going behind the scenes to learn how
everyday consumer products are created is very enlightening.

@ Recovery time is important, butitis also an opportunity to relax
and enjoy some of the beautiful tourist features of the region.

\ Everyoneis special,
\ everyone has special needs.
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In a globalising world of increasing
sameness, niche tourism represents
diversity and ways of marking differences.
Marina Novelli

Senfor Lecturer,

Centre for Tourism Policy Studies

It’s myjob 4 What other tourism services will groups going on

Photoventures tours require?
1 What type of tours do ‘Photoventures’ organize? o
5 Visit the website www.photoventures.net. Choose a

2 What are the advantages of having experts in the tour. What encounters (between the tour party and
subject organizing and guiding tours? tourism professionals) will be involved?
3 Arethere any disadvantages? 6 Which photodo you like best?

PHOTOVENTURES isowned and operated by

Roger Reynolds Hon, FRPS and Peter Morss ARPS and organizes
specialist tours with the photographer in mind.

PHOTOVENTURES is based in England, taking small groups to
varied locations in the United States, Africa, South America, India,
and other world destinations. All of our tours are aimed at the
keen photographer. We cater for all levels of experience from
beginner to expert, whatever kind of camera you use. Qur tours
are always led by either Roger, Peter, or both, who can always
offer on-the-spot advice and assistance.

Ifyou want to share a tour with a small and lively group of like-
minded people, with the opportunity to practise the art of
photography in some of the most exciting places on the earth,

, then PHOTOVENTURES has a tour foryou. It does not matter
whether you are young or old, male or female — if you are
interested in photography, then we are interested in giving you a

e tour to remember and the opportunity to capture some
unforgettable images.

Roger Reynolds: a lecturer, peter Morss: a well-known
exhibitor, and judge with an photographic lecturer and
international reputation. He has  judge. His work has been
exhibited internationally for accepted in numerous

over twenty years and has International and National
received hundreds of awards. Exhibitions. He has travelled
He prides himself on having a extensively in the United States
wealth of expertise and and has a wide knowledge of
experience to pass on to tour many parts of this vast,
members and has travelled beautiful country.

extensively in North America
and made a number of visits to
India.
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Listening
Special requests

(y Listen tofive dialogues between a tourist and a
guide.

1 Match each dialogue with one of the tour logos.
2 Ineachdialogue, what request is the tourist making?

3 Willthe guide be able to meet the request?

0

Gastro-adventures

lc]

Religious buildings
of Central Europe

"/ d] #
= y
Photo-tours 1
[e] ‘

Industrial Africa

Flora and fauna of
South America

e Language spot
Responding to special requests

1 ) Listen tothe dialogues again and complete these

phrases.

1 That be a problem.

2 Sorry,you

3 You remove them.

4 Of course.No .

S [don’tsee .There bea
problemiif ...

6 You need to pay something.
['m not '

8 We be able to make arrangements.

>

In which of the phrases is the guide saying

a definitely yes?
b probably yes?

¢ possibly yes?
d definitely no?

Which of the modal verbs a—e mean the following?

1 It’sapossibility. a can’t

2 Itsagainsttherules. b may

3 It'simpossible. ¢ might

4 TIt'sunlikely. d mustn’t
e shouldnt

Go to Grammar reference p.125

Speaking
Four specialized tours
Work in pairs. What do you think these specialized

tours involve? Where could they take place? What
special services might tourists require?

1 Adventure sports—diving
2 Life-seeing tourism

3 Medical tourism

4 Genealogy tourism

Find out about the tours. Student A, go to p.109.
Student B, goto p.114. Tell each other about the tours.

Match these requests for special services with the four
toursin®
a Visit acriminal court and meet a group of lawyers.

b Get special access to records kept in the local Town
Hall.

¢ Gooutonatnptodeeper waters.
d Health spa with meditation classes.

Visjt a traditional working farm to see how people
worked a hundred years ago.

f Consultation with a doctor for possible weight-
reduction surgery.

Have a guided tour of a hospital.

oo

h Find out more about opportunities for working asa
qualified instructor,

Choose one of the special services and role-play
conversations between a touyist and a tour guide, as in
the Listening and Language spot.



88 Unit10

The best way of finding out the needs of
customers with disabilities is the same as
for all customers: ask theml

Ray Jackson

Art gallery guide — and wheelichair-user

Voca bulary 3 What problems could disabled tourists have with these
ibing disabilit facilities?
Describing disability 1 singlesteps 8 gates
1 Readthese statements. Write T (true) ot F {false). 2 stairs 9 visiting a castle or
1 Most disabled people need a wheelchair. 3 telephone ancient monument
5 1 ) cone with a hearing-aid vou should 4 toilets 10 footpathsinthe
33_’0” ce Somce eanng-aid,you shou 5 hotel check-in countryside
raise your voice. (and check-out) 11 beaches
3 People with hearing difficuities can hear some 6 restaurants 12 welcome talks
people better than others. 7 carparks
4 ngeong WhOIlS reading a newspaper cannot be 4 How (and who) could the following items help?
visually-impaired. lift
11
5 Most blind people have guide dogs and know how to .
: 2 hand-rail
read Braille.
3 ramp
6 People who use sign language cannot speak. 4 signsinlarge print
In many countries it is illegal to discriminate 5 signsin Braille
against people with disabilities. 6 low-levellight switches
8 Inmy country all public places must provide fuil 7 low-level reception desk
access to disabled people, for example, ramps on 8 wide doorways
steps for wheelchairs, and hand-rails for people 9 spec1a'lly-adapted walkways
with mobility difficulties. 10 motorized buggy
11 remote control opening device

VA

L]
Pronunciation
) \ ) :‘ 1 Look at these words. Which syllable is stressed?
i 1 carpark 7 hearing aid
e e 8 e es 2 guidedog 8 light switch
[ ] o6 o ® .
se o e 3 doorway S signlanguage
l = 4 footpath 10 walkway
- i 2 5 hand-rail 11 welcome talk
Z Here are some disabilities that tourists may have. 6 healthspa 12 wheelchair

Match the disability with the tourist statements below. 2 ) Listen and check your answers, then practise the

There may be more than one possibility. pronunciation.

1 mobility difficulty 3 hearingimpairment 3 ) Now do the same with these words.

2 wheelchair user 4 visual impaiment )

1 specially adapted

a ‘Ineedaroomonthe ground floor. 2 purpose-built

b ‘Could you help me across the road?”’ 3 hearing impaired

¢ 'Canyouspeak a bit iouder, please? I'm a bit deaf’ 4 remote control

d ‘Canyou pass it down tome tosign? Ican’treach the
desk from here’ 4 Choose the correct word in italics to complete the rules.
Tm afraid Ican’t read the print on this form’ 1 Compounds created from two nouns often have the
Tjust need you to go a little slower. stress on the first / second noun.

‘You'll have to use sign language.
‘He can’t see anything at all!

S0 ~h o

2 Other types of compound usually have the stress on
the first / second word.
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Aperson is not disabled by their
irpairment, but by the environment and
the attitudes of the people they encounter.
Tourism for All Campaign

L]
Listening
Disability access
A group of tour.sts with mobijlity disabilities are on a
special tour involving adventure sports. They are

staying at an old country hotel, which has recently
been renovated to allow access for all.

1§y Thetour guide is phoning ahead to check
arrangements. Listen to the conversation and tick (v)
the disabled facilities that are currently in operation at
the hotel.

Access for wheelchairs to ground floor rooms
Automatic door opening on ground floor rooms
Low-level light switches in ground floor rooms
Disabled facilities in toilets

Signage

Lift to top floor bar

Garden walkways and general access

Low-level reception desk

W 00 N o VN W -
OO0 O0oODoOoOQooaa

Entrance access (ramps, etc.)

2 Aftertheyleave the hotel, the group are going by coach
to an adventure sports activity centre, where they are
planning to do some of the following activities -
hillwalking, rowing, canoeing, overnight camping.
What facilities will the guide need to check with the
coach company and the activity centre?

e Language spot
Identifying and checking special needs
1 Lookat picture 1. What needs to be done to the hotel to

make it accessible to people with disabilities?

EXAMPLE
reception area (renovate) The reception area needs
renovating / to be renovated.

docrs (widen)
ramps (install)
lift (repair)
etc.

% Goto Grammar reference p.126

Reception

<
i

2 Look at picture 2. What has been done?

BXAMPLE Thereception area has been renovated.

¥ Goto Grammar reference p.126

3 Atourguide is bringing a group of tourists with

disabilities to the hotel. She last visited when it was
like picture 1. Write the questions she will ask, and then
act out the conversation she has with the hotel to check
the facilities for her group.

EXAMPLES
Has the hotel been renovated?
Are there guest rooms on the ground floor?

Use the information you noted in Listening 2 to role-
play the conversations between the tour guide and (a)
the coach company, and (b) the manager of the
adventure sports activity centre.
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How many specialist holidays
can you think of where
binoculars would be an
important piece of equipment?

Find out

1 How does your region or country cater for specialized Preparing and running a specialized tour

tourism? . } .
Work in groups. Ptan a niche tour in your own country

Z Arethere any tour operators who organize tours and ot region. Work through each of the following stages.

: . . . : N
holidays for any of the nicheslisted in Reading on p.85? Stage 1: Choose a niche

3 Make a data-file for each of the niches. Include Try to choose something different and exciting, but

contact details cf tour operators relevant to your area.

description of tours The tour should be available to disabled as well as
special facilities that are used (e.g. accommodation, able-bodied people.

transport)

what is included / not included in the tour price Stage 2: Plan the tour

whether they cater for disability What makes it special?

what makes the tour 'special’ Decide the spedalized and general tourism

activities you are going to offer.
Decide the transport and accommodation
arrangements you are going to offer.

+ Map out the basicitinerary.

4 Do you think there are any other niches that could be
catered for? Is there a‘gap in the market’? Think about
your own hobbies and interests.

Sy Stage 3:Brief the staff involved
Writi ng What staff are going to be involved in the tour?

Report on specialized tourism What special training will they need?

Write up the results of your research in Find out using Stage 4: Presentation

the following tempiate. . Present your tour in detail to another group.

Specialized tourism in

Type of specialized tourism What'sincluded r
Tour operator Disabled facilities = .

1
Contact details Why it's special

Recommendation / starrating

Case study of a tour Proposal for a new specialized tour
Title of tour Titte of tour

Tour operator Description

Description of tour What's included

Accommodation Whyit's special

Transport arrangements
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Checklist

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

[ can talk about the range of specialized
tours involved in niche tourism

Customer care

Cross-cultural misunderstandings

Some niches are very specialized and unusual,and
sometimes they will not be understood by the host
community. Cultural differences and misunderstandings
like this can often occur when working in tourism.

Read about one group of niche tourists whose hobby
was not understood, and who found themselves in

serious trouble.

1 What was the niche interest of the tourists?

2 What went wrong?

3 What could the tourism professionals (tour operator,
tour guide, etc.) have done to avoid the problems?

4 What misunderstandings— cultural or otherwise -
do you think could occur on some of the other
specialist holidays we have looked at in this unit?

Eleven British and two Dutch
plane-spotters, who were
given prison sentences for
spying in Greece, have been
allowed to go free.

The group were arrested one
year ago as they took notes at
an air base open day in
Kalamata, Greece.

Paul Coppin, the tour
operator who arranged the
trip, was one of the arrested
group. He said that it had
been a misunderstanding

Planetspptt_ers cleared of spying_

and that it was obvious that
they were not spies, but that
they were just doing their
hobby.

Squadron Leader Nektarios
Samara, of the Greek Air
Force, said their actions
could be dangerous for the
security of the country He
had no idea that plane-
spotting was a hobby and that
it was allowed in other
countries.

I can respond to and act on special requests

| can understand the issues involved in
dealing with disability and tourism

| can identify and check special needs

| can write a report on specialized tourism

Key words

Descriptions Other nouns

of disability cosmetic surgery
blind genealogy

deaf mobility

hearing impairment niche

learning difficulty
visualimpairment

signage

Facilities for the disabled
access

Braille
guidedog
handg-rail
hearing aid
low-level
ramp

sign language
walkway
wheelchair

Verbs
discriminate
renovate

e |
Next stop

1 Haveyou,or has anyone you know, ever
travelled away from home as part of your
work or study?

2 How was the experience different from a
holiday? Did you feel different? Did you need
any different services or facilities?

3 Ifyour place of study was planning a study
trip to another country, where would you
like to go?
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11 Business travel

Ta ke off 4 Which type of businesses do they visit? Think of the
A . names of two or three large companies in your country
1 Look at the figures on inbound and outbound business that might be involved in international business travel,
travel to and from the UK.

INBOUND %

Business travel as % of all travel to UK 26.7%

Region of origin:

North America

EU Europe

Non-EU Europe 5.9%

Rest of world 13.6%
OUTBOUND %
Business travel as % of all travel from UK 15.8%

Region visited:

North America 9.6%
EU El;opeﬁ ) 73.2%
Non-EU Europe o 9.0%_
Re; o;‘world | 8.2%

2 Doyou think the figures would be different for your
country? How could you find out?

3 What do business travellers do when they come to
your country, for example, meetings, conferences?
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In this unit

® business travel terms

@ cultural awareness

@® conferences and exhibitions
® jobs in business travel

Vocabulary
Business travel terms

The acronym MICE is often used to describe the
different parts of the business travel industry. What do
you think the letters stand for?

Look at the table and find the four words, beginning
with M, T, C,and E which mean the following.

1 occasions when people come together to discuss or
decide something - usually involving a small
number of people

2 journeys or holidays given to 2 worker or group of
workers as rewards for good work

3 large official meetings, usually Jasting for afew
days, at which people with the same work or
interests come together to discuss their views

4 events at which products and services produced by
different companies are shown to the public

Individual business Business tourism
travel
Presentations » Meetings and
seminars
Conferences

Product launches

Consultations = Incentive trips (team.
family)

Investigations v Exhibitions (trade fairs,
trade shows, consumer
shows)

One-to-one meetings = Corporate hospitality
(spectator, participative)

Match the following events (a—e) with items from the
table. Then complete the sentences (1-5) with the
words or phrases below.

delegates a PowerPoint presentation box
stands gala banquet

a : The World Federation of Tour Guides is
meeting in Hong Kong to discuss a number of issues
affecting their business and to hear talks from key
representatives of the industry. There will be

! from all over the world.

b _____ :Hammond BrothersLtd are pleased to
announce their new '‘Green machine’ power-cycle,
ideal for the business person and the weary
sightseeing tourist alike. Come to the Meeting
Room of the Imperial Hotelfor __ 2bythe
Chief Designer and the Sales Manager, Drinks and
snacks will be provided.

¢ — :Joinusforthe final of the Rugby
League World Cup for champagne and a superb
buffet lunch. Watch the game from the comfort and
luxury of our own private 3,

d _ :Asareward for achieving record sales
figures in the last financial year, the Directors of
General Instruments Inc. are delighted to invite you
on a tour of the capitals of Western Europe. On the

finalevening the CEO will attendthe ¢
to personally thank you.
e — :FITURisthe world’s largest travel show

after ITB Berlin. There are three trade days (with
75,000 professional visitors expected) and two
consumer days (with 150,000 visitors expected).
FITUR is also the major event for Latin American
tour operators contracting their European tours.
Industry partnerscanhire___ Sforfive
days for approx €4,000.

Find out

Find out about business travel {o and from your country.

1 Contact your National Tourist Ottice or search on the
Internet to find out similar statistics to those for the UK
in Take off.

2 Research some of the large companies in your country
tosee if they are involved in any of the business travel
events identified in the table in Vocabulary.

3 What job opportunities are there in your country
related to business travel? For example: at trade fairs or
exhibitions, at corporate hospitality events, in ‘meet
and greet’.
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An exhibitor at a trade fair was giving green hats to those who
visited the stand.One Chinese visttor refused to accept one and
looked angry. The exh bitors later learned that although greenis a
positive colour in China, the expression ‘He wears a green hat'is
used to imply 3 man is unfaithful to his wife or girifriend.

Customer care
Cultural awareness

Read the cultural advice given by a tour operator to
clients on one of their tours to Egypt.

One of the most outstanding features of the
Egyptian people is that of generous hospitality. To an
Arab, hospitality is more than good manners;itis a
matter of honourand they regard it as a sacred duty.

Remember that Egypt is an Islamic country. Observe
their customs and dress code in order not to cause
offence. Modest clothing, which covers arms,
shoulders,and legs, is recommended.

1 Did you know about these aspects of Egyptian / Arabic

culture? Does any of the information surprise vou?

4 What advice would you give to tourists coming to your

country about hospitality, behaviour, and dress code?

Listening
The needs of the business traveller

1 Which of these are more iraportant for business

travellers than for non-business tourists and travellers?

time to choose from different travel options
possibility to make reservations at short notice
access to reservations 24 hours a day

express check-in at airports

packaged travel arrangements —flight, transfer,
accomumodation, meals, ete. al) included

fast internet connections in hotels

hotel in a quiet relaxing location

8 supportinformation onlocal area and culture

(W2 BN UC I SR
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2 (7 Carlos Lozanois a travel agent specializing in

business fravel. Listen to the interview. Which of the
items in 1 does he say are more important for the
business traveller?

¢ Listen again,

1 Whatistherole of the account manager?

2 How does Carlos’s company 'go the extra mile”?

What topics would you expect to be included in a
‘Culture guide’ covering basics of social etiquettie and
doing business with different cultures?

Reading
Culture guide

T Lookatthe text. Match these tips with some of the

categories in the Cultural etiquette section.

a Leaving food on your plate is considered rude.

b When sormeoane meets you for the first time, they
may give you their business card. Always look at it
carefully and keep it on the desk in front of you.

¢ When shopping, it is inappropriate to bargain. Shop
assistants will give you your change on a tray
without counting it in front of you.

d Do not eat or drink while walking on the street.

e Tippinginrestaurantsis not usual Infactfatipis
offered, it may be refused.

f Ifyou are given a present, do not open it in front of
the person who gave it to you.

All of these tips are from the guide to one country. Can
you guess which country it is?

Answer the questions.

1 Do you agree that such notes will be espec:ally
useful for business travellers?

2 Areallthe categories relevant to all tourists? Which
ones are not?

3 Doyou think it's better to use an interpreter or to
speak a common language?

4 Do you think your spoken English is too formal or
not formal enough?
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4 Write some ‘cultural etiquette’ tips for your country or
region (or a country that you know well). Try to write
one tip for each of the categories in the text.

E A guide to culture
and language for the
business traveller

The Metropolitan Hotel Nikko New Delhi offers guests a
unigue blend of Indian and Asian hospitality. Designed for
the international business and upscale leisure traveller, the
hotel is distinguished by understated elegance. A five-star
deluxe international-class luxury hotel, it is strategically
located in the heart of the business and commercial hub

These notes and guidelines are for anyone travelling to a
country which they are not familiar with. However, as a
business traveller you may find them especially useful,
partly because you'll probably have more encounters
with local people when doing business, and also because

more may depend on them — a contract could be won by

getting the cultural etiquette right. oftrewbeln:
Facilities
Cultural etiquette 5 Appointments and ® High-speed wi-fi Internet
1 Greetings and punctuality @ State-of-the-art business centre
introductions & Behaviour in meetings ® Award-winning restaurants
2 Small talk / topics 7 Shopping and bar
of conversation & Diningout @ A health and spa centre
2 Dress 9 Paying for meals / tipping ® Swimming pool
4 Behaviour in public 10 Gift-giving ® Barber/beautysalon
® Laundry/valetservices
Advice on language @ A24-hour travel desk

1 Always try to learn a few words of the language of
the country you are visiting, even if it's just Hello,

Conference halls

® Spacious conference halls with
Thank you, and Goodbye. high ceilings
2 Find out beforehand what language you will be ® Conference halls with ample
speaking with your hosts. If it's English, find out if natural light .
their level is the same as yours. Check whether you ® Well equipped with various audio-visual
need interpreting services. facilities
2 If you're speaking English, remember not just to get @ Videoconferencing facility
the vocabulary and grammar as correct as possible, @ Conference halls supported by break-out rooms
but also to get the level of formality right — be ® Dedicated and personalized staff
appropriate and polite, not too casual or informal. ® Pre-function area
#® Business centre facility on the same floor
Business services
< ® Private meeting rooms @ Cuybercafé
Where in the world? @ Provision for laptops ® Secretarial services
1 Which of the types of business travel listed in the table 2 M_ob;le phone_cor_mectlon ? Japanes_e language
. . ® High-speed wi- fiinternet translation
on p.93 do you think the Metropolitan could cater for? A ® Fax, photocopy, scanning,
2 Choose one of the companies from Find out. Imagine ® STD/SD facility larnination, spiral binding,
they are planning to hold a conference in Asia. Select ® Collect calls and other facilities

five features or facilities at the Metropolitan that
would be attractive to the company.

@ Teleconference calls

available on request
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Vocabulary Titles
. rel s Boardroom Classroom Theatre
Conference equipment and facilities Circle of chairs  Clusters U-shape

1 Match the words or phrases 1~ 3 with the definijtions L
ai Descriptions

a Goodforlarge numbers needing to work on small
group discussions and projects. Allows maximum
participation within groups.

b One-way communication. Good for audio-visual
and lecture-style presentations where note-taking
isnot so important.

¢ Gives sense of equal status at same time as allowing
up-front presentation. Good for close interaction

; and working in pairs.
(i F d Good for small groups where close interaction and a
d lot of discussion is expected. The shared table
" creates a sense of unity.
1 audio-visual 6 laptop _ e Effective set up for one-way communication and
2 break-outroom 7 teleconferencing large groups. It provides a work surface for note-
3 digital projector 8 videoconferencing taking and reference materials.
4 fli i
fip Fhar‘t 9 widi f Good for full involvement and face-to-face
S lamination o .
communjcation where there is no need for a
a technology without wires that allows several

dorninant leader. Ideal for up to twenty

computers to share the same fast internet connection participants. Tables can be added.

b small computer that can work without wires and be

easily carried Plans [2] (3]
c systemthat makes paper documents into plastic |__1 |
documents -

d equipment to show visual information (using
modern computer technology)

|

e technology using both sound and pictures

f meeting or discussion between two or more people 7y : ; ? = [6]
in different places using telephones, television, or T
computers

g asystem that enables people in different placestoc
have a meeting by watching and listening to each
other by using computers and video cameras

h aplace for a meeting of a smaller group of people

away from the main raeeting 3 Which arrangement would be suitable for

the following evenis?
i large sheets of paper fixed at the top used for

N . X 1 lecture or speech S board meeting
presenting information at a talk or meeting ) )
2 presentation 6 wedding banquet
Z Look at the conference room seating plans (or (e.g. PowerPoint) 7 pressconference
configurations). Match the titles, descriptions, and 3 product launch 8 signing ceremony

plans. 4 workshop or seminar
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The conventions and meeting Total expenditure includes
business in the USAis a huge money spent on hotel rooms,
$82 billion -a-year restaurants, retail stores, taxis,
industry. The average car rentals. and other expenses.

convention delegate stays
4.1days and spends over

$895 per event.

o &
Pronunciation e Language spot
1 Match the words with the pictures. Describing dimensions, capacity,
1 pear 3 peach 5 Ben and facilities
2 bear 4 beach 6 pen 1 Complete these sentences with phrases from the box

below. There is often more than one match.

—

The room is equipped with ...

The room measures...

The room canseat ...

There are ...

The dimensions of the room are ...
Theroomcanseatupto...

The room contains...

We have got ...

The room has a capacity of ...

We can provide ...

Vo R~ TR Ie NV, BN VE R ]

—
o

a projector, a computer, and an internet
connection

20 metres by 30 metres

up to 300 people

refreshments

break-out rooms on all floors

10 metres wide anad 35 metres long
toilets and restroorns outside every main
conference room

o

g0 O AN T

|
o = ~ i |

h 40 delegates comfortably
i aninteractive whiteboard as well as a flip chart
2 (y Listen.Which doyou hear-aorb? |- - -
1 2 3 4 5 6 2 Canvyou think of another way of ending each sentence?
a pear pear peach peach  pen pen 3 Which sentences are describing
a dimensions?
b bear  bear  beach beach  Ben B8en b capacity?

¢ facilities and equipment?
3 Gy Checkthe answers and listen again. What is the

difference between the sound /p/ and the sound /b/? 4 Draw a suite of conference rooms, including seating
arrangement, dimensions, capacity, and equipment.

4 Practise these words. Don’t show jt to your partner. Your partner will ask

people technology  conference questions and draw your suite.

power telep?@ne clusters EXAMPLE

point television camera What are the dimensions of the main conference room?
product talk connection

presentation tour classroom » Goto Grammar reference p.126

5 Make up sentences using as many words as possible
from 4. Say your sentences, paying attention to the
pronunciation of /p/, /t/,and /k/.
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Speaking

Comparing conference centres

Work in groups of three. Find out about three hotels
with conference and corporate facilities. Student A, go
to p.113. Student B, go to p.114. Student C, go to p.117.

Describe the conference facilities to each other and
make notes on the following areas.

Name and location Corporate hospitality
Hotel facilities Other business
Conference rooms and services

facilities Extra events and
Other conference activities

services

In groups, decide which of the conference venues, if
any, would be suited to the companies you looked at in
Find out.

Which of the venues would you like to work at? What
job do you think you could do?

Reading

Business travel and the tourism industry

1 Inpairs, discuss how business travel can benefit the

tourism industry in a particular destination.

EXAMPLE increased hotel occupancy

Z Readthetext tosee if any of your ideas are mentioned.

Inside tourism: combining
business with pleasure

The first major way in which business travel benefits
tourism in general is that it brings more business to
travel agents, transport providers, and hotels. Trave! for
business-related purposes can increase the level of
leisure and recreational activity at the destinationin a
nurber of ways.

Extenders

Business travellers extending their visit to the
destination —adding a number of days before or after—
in order to enjoy the cultural, shopping. or sightseeing
resources of the destination.

Guests

Business travellers being accompanied by guesis
(usually spouses or families) who engage in leisure
tourism activities such as sightseeing excursions while
at the destination.

Social programme

Business travellers themselves engaging in leisure or
recreational activities as part of the social, networking,
orrelaxation element of the event attended.

Returners

Business travellers who have been impressed by the
destination retuming with their spouses or families for
holidays or short breaks, or encouraging others to do so.

The second major way in which business travel
benefits tourism is that it provides employrnent. Often
this work is temporary - helping at conferences, trade
fairs, or hospitality events — but these jobs canlead to
longer term work and careers in tourism.




3 Are these activities and tours examples of ‘extenders’,

‘guests’, 'social programume’, or ‘returners’?
1 Edinburgh: Special whisky-tasting evening for
delegates

2 Vancouver: Come and see us again! Bring the family
and get a discount

3 Istanbul: While you work - sightseeing excursion for
your partner

4 Helsinki: Post-conference three-day Lapland tour

What extender, guest, and social programme activities
would you include for a conference in your city or
region?

Writing
A conference enquiry

Choose one of the four hotels we have looked at in the
Where in the world? and Speaking sections.

Write an email reply to the representative of a
company enquiring about conference facilities. You are
going to attach full details of your conference facilities,
buf you should answer the enquirer’s direct questions
in your email.

E— 0]
A

Dear Conference Coordinator

We are interested in holding our annual conference
in your hotel and | would be grateful if you could
send me full details of your conference packages
and facilities.

We are particularly interested in the capacity of
your meeting rooms and the technical equipment
angd services you offer.

Also, are there any special features that you offer?
[ look forward to hearing frorm you.
Best wishes

Ralf Moller

PA to the Managing Director

Communications Woridwide
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Checklist

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

| can understand and talk about the
structure of the business travel sector

[ can understand the importance of being
aware of cultural differences

| can describe conference facilities

(e —— |
Key words

Nouns

boardroom
break-out room
capacity
configuration
corporate hospitality
delegate

dimension
exhibition

flip chart

gala banquet
lamination

laptop

presentation
product launch
projector / digital projector
stand
teleconferencing
videoconferencing

Adjectives
audio-visual
theatre-style
U-shaped

wi-fi

[ g B |
Next stop

1 What are the worst experiences you have
had as a customer?

Z Did you complain? If you did, what
happened? If you didn’t complain, explain
why not.

3 Have you ever needed to make a complaint
about poor service in a hotel? What
happened?
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12 Checking out

Take off

In tourism today, it is vital to know how your customer 3 The form has a space at the bottom for the guest to

feels about your services. Look at the hote} customer make suggestions. What do you think are the most
satisfaction form, common suggestions?
1 Which aspects of hotel service can you see? & What are the commonest causes of complaints in
hotels?

2 Which other areas of the hotel’s services and facilities
do you think will be on the form?

o
! 3 B ] !'
ot b ! g alun . Si nr:}é::;
FAIRMONT HOTEL DURBAN : :
e e T T e o E HT- T
We sincerely hope that you have enjoyed your stay in the Fairmont, =
where our principal aim is to offer you better and better service every =
day. To help us do this, we would be very grateful if you could spare :-.,.__)_-"f-

us a few minutes and let us know how well we have done. - .

REASON FOR VISIT

Business [0 Conference d Tourism O

How many nights 2 month do you use the Fairmont? 1to50 5to100 Morethan100
Very satisfied  Quite satisfied  Acceptable  Not satisfied Poor

1 Overallratingof hotel O | [ O O
2 Room O O (] O O
3 Decoration O O 0O 0O O
4 Bed & pillows O m| O O a
5 Cleanliness O O O D m|

Please note here any suggestions you would like to make as to how we can improve.

If you would like us to reply to you, please leave your contact details here.
GO D AT 551 o emrerrt s bbbt 1 i yopmreees

NBIIEE o iovurmissrsimmrmrisrimverivs i im s st oo fibs W s

ROOM NUMDBEY: e ssmensacsces srvorsvbrsso s sbisess

Signeds unisiierrimios [
Dept.Qual.Fair 06/08/1
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In this unit

® customer feedback

@ front office duties

® responding to problems
® checking guests out

Vocabu Iary 2 Which of these duties will a receptionist carry out

Front office duties 1 befgxe guests :frrive? 3 when guests leave?
2 during a guest’s stay?

T Match the pictures with the front office duties. 3 Which of the duties is the most routine?

answer FAQs 4 Which of the duties would you find {a) the most
SV least pl ?
check guests in pleasant, (b) the least pleasant
guests out
— —_— L. t L]
control access tothe garage 15 enlng
deal with overbookings Life in the front office

cancellations
requests for foreign exchange
common problems

1 ) Erika works in a medium-
sized hotel in the centre of
— 2 Berlin. Listen to her talking
monitor customer satisfaction about life in the hotel’s front
office. Which of the duties

take bookings from Vocabulary does she
messages for guests raention, and in which order? .
incoming phone calls
final payment 2 @y Listen again. Write T (true) or F {false).
update guest histories 1 Erika hastospend all day dealing with emergencies.

—— = 2 Taking messages for guests is a routine task in hotels.

3 Answering questions is an opportunity to get to
know your guests.

4 It’simpossible to predict what sorts of questions
guests will ask you.

5 Receptionists are responsible for monitoring
customer satisfaction.

6 Acomplaintis another name for a problera.

Find out

Work in pairs. Arrange a time with a receptionist in a
local hotel. Go to the hotel and ask them about the
different duties they carry out.

Find out which duties they
GuestHistory 1 have to carry outin the front office

Julle Laris ,
Lt stay:25.10.00 2 seeasroutine

Reom number 18

ey 3 seeasanopportunity to get to know their guests
4 least like doing.

\  theback

Ask thera about common problems and about the
procedure they are trained to follow when problems
core up.
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A stody by Spain’s Cantabria University showed

that customers staying in luxury accommodation

have higher expectaticns than those staying in
1-star hotels. As a resutt, feedback from
customers in 4- and S-star hotels is generally
less positive

It’s my job
[ e g R N ra—

Abdol Sadeghi

Many Westerners aren’t sure, where Tehran is. But for
29-year-old Abdol Sadeghi, manager of the Tigran hotel

complex, the iranian capital is both his
home and his place of work. Why did Abdol
choose to work in the hotel trade? Which
part of hotel work does he fike best?

What does he do in his free time? Read on
and find out.

How long have you been in the hotel
business?

| started very young —when ) was twelve
years old.

Why did you start so early?

My father believes that a good manager
must know every part of the job. |
started cleaning the toilets, working as

Listening

Common problems

1 G Lookat the list of common problems. Listen {o two
people complaining to reception. In each case

1 identify the problem frorn the list

2 decide who should normally deal with it.

a thereceptionist
b anotherdepartment

air-conditioning does not work
roora too cold

shower does not work

not enough light in the bathroom
noise from the street / other room
TVimage poor

cannot connect to Internet

cannot get the pay-TV channels
roora service slow

non-smoking room smells of smoke

0 o0~ v V1w N

—
o

15-minute, 24 hours a day satisfaction guarantee.
Ourstaff are available around the clock ... if,
however,your problem is not solved within

fifteen minutes, we pick up the bill.
Ibis
| Accer hotels

¢ theduty manager

|| M TURKEY

- SYRIA

w TURKMENISTAN

w|
Tehrar;L AFGHANISTAN
IRAD =
§ IRAN PAKI] N
SAUDI ' "
ARABIA

a waiter,and so on. He wanted me to try every aspect of
the job, and not to start immediately as a manager.

Of course, you're not just a
manager now?
No, I'm vice-president of our group, too.

What keeps you gaing?
I like my job. And it’s 2 family business.
It's what | can do to help my family.

And what do you enjoy most about
your job?

Reception work, of course, because that
puts me right in contact with the public.

An average day?

[ don’t think we have average days in our
business. Most days | work twelve hours
... but it depends on the day. Sometimes
lwork seventeen hours. But in the low
season, | can usually get two days or
three days off a week.

What do you do with that time?

Go out with friends, ski in winter, surfthe internet ... visit
my parents and my sister.

Just the sort of things anyone of his age does. Except

forone thing. His mother and sister are in the Turkey
branch of the business, and his father manages

another complex in the north of Iran. Hotels run

inthe family!

2 () Listen again and decide if each receptionist has
dealt with the problem effectively. If not, identify what
they did wrong and say what should have happened.
(Hint: remember what youlearned in Speaking on p.43.)

2 Look at the other problems in the list. Work in groups
and decide how they can best be dealt with. Report
your decisions to the whole class.
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e Language spot
Responding to problems

1 ¢ Listen to the situations again and complete the
dialogues.

1} R Oh,I'mverysorry about that. Would you like to
change rooms?

G Yes,Ithink I'd prefer that.

R OK.{Nissue anew key right away and
you to change.

2 G Until October! You're not serious? The weather
forecast on TV said it would drop to 6° tonight.

RTH___ youanextrablanket.
2 Which of the structures summarizes the way get is
used in 17

1 getsomething done
2 getsomeone todosomething
3 getsomethingfor someone

3 Complete the dialogue using get and the words in
brackets.
G Hi.This is Room 431.1t’s very hot in my room.

R I'msorry about that, sir. Have you tried adjusting
the thermostat?

G Yes, I{the porter / adjust) it as soon as we got into
the room, but it’s still very hot.

R Mm.OX,I'll (maintenance / have a look)? at it.
G Willit take long?

R They're in the conference centre at the moment.T'll

(them / do)3it as soon as they can.

G Oh,OK.One more thing. Can we get tickets for the
theatre tonight?

R Ofcourse.T'll (the concierge / reserve)s them for you.

& Think of three more things you can get someone to do

fora guestin a hotel. Tell your partner.

EXAMPLE You can getthe bellboy to park a guest’s car.

>» Go to Grammar reference p.127

Pronunciation

It's not easy to understand people who speak Enghsh
quickly.

1 G Listen. How many words are there in each sentence?

2 @y Work in pairs or threes. Listen again and write down
the exact words for each sentence.

2 Which words were stressed most in each sentence?
Mark each stressed word clearly.

4 Practise saying the sentences, paying special attention
tothe stressed syllables.

Speaking

Solving problems

Listen
y
Apologize
v
Act

1 Workjn pairs. Student A, go to p.111. Student B, go to
p-115. Act ouf the situations.

Z Actout new situations with the problems in the Jist on
p-102, or make up problems of your own. The guest
should call from their room.
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Whatis it?

Reading
Check-out procedures

1 What do you know about check-out procedures in
hotels? Share your experience and ideas with the
class.

2 Look at the flow diagram for the check-out procedure.

Which sections of the training manual correspond to
1-7on the diagram?

3 Read the other sections of the manual. Work with a
partner and try to draw the rest of the flow
diagram.

IT HOTEL

B DURBANS

4 Read these statements. Write T (true) or F (False).

1

Client asks for bill*

Always check all iterns on a bill with the
corresponding departments.

Hotel services used the night before depariure will
not appear on the front office screen.

With bills on credit through companies, do not show
the client the bill.

Give all bills on credit through companies to the
head receptionist.

With direct payment, explain each item on the bill
verbally.

If you modify a bill, get the client to check it again.

Process 4 — check-out
Check-out should follow the flow chart below.

FRONT OFFICE PROCEDURES - v

Code:

Chk. 02

Process: Check-in & Check-out

Open client history?
N\

Payment on credit? — Yess

Revision: 1 NE
Sub process: Check-out Noé [—9 Company?’
Date: 27/04/20— N2 N2

Agency? = Attachvoucher = Billto head

to bill receptionist?

4,1 REQUESTFORBILL the data on it. Allagency bills are asks the client which method they
a  Thecheck-out process begins given over to the head will use.
when a client asks for their bill. receptionist, who sendsthemto ghoy the client the bill, detailing
Bring up all of the documents the agency. each item verbatly. Ifthe client is
connected to the client’s room. 4.2.2 Payment on credit to companies happy with the bill, ask them to
b Checkthepaymentdetailsonthe @  With company bills, always show sign it to show conformity.
screen. For payment on credit, the client the bill, unless there is ¢ Iftheclientis not happy with the
go to 4.2. For direct payment, go an explicit order not to from the bill, check all items with the
to 4.3. company. Ask the client to check corresponding departments,
¢ Askthe clientifthey used any Uililland sign it if correct. Modify the bill in the case of
hotel services (bar, minibar, etc.) b Iftheclientis not happywith the error. A‘skthecllent_to checkthe
the previous evening. 'ftheydid’ bill, check all items with the blllagalq,and sign itto show
locate the charges on the computer corresponding departments. conformity.
and include them in the bill. X‘;dify tfl‘(_e billin thejlaﬁse ?_f error. 4 Once conformity has been
rm odi ns, : ;
4.2 BILLS ISSUED TO CREDIT askethe?:li::mgtfonz,hr:ckthg ?)iifagain, obtained, charge the client.
4.2.1 Payment on credit through agencies and sign it to show conformity. 4.4 CUSTOMER SATISFACTION
a  Agency here means any travel 4.3 DIRECT PAYMENT OF BILL On a daily basis, hand out
agency, conference organizing ) . customer satisfaction feedback
agency, internet agency, or simitar. 2 Where a client has to make direct forms at random to four or five
, L payment to Reception, in cash or clients, as described in Procedure
b Never show the billto the client, in

order to maintain the privacy of

with a credit card, the receptionist

P.Qual.06.
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Listening
Can | have my bill?

1 ¢) Listentoareceptionist checking a client out.

1 Whatisthe client's name?
2 How does the client pay?
3 Isthebill correct?

2 @y Listen again. The receptionist makes a mistake with
the correct check-out procedure. What is it?

What does the receptionist say to close the check-out
procedure? What other things could you say just before
aclientleaves?

G Look at the phrases below. Listen again. Which
phrases does the receptionist use, and in which order?
1 CouldIjust have your card for a moment?

2 TI'mjust printing your bill out. Has everything been
to your satisfaction?

So,ifI could just ask you to sign here.

Did you have anything from the minibar last night?
Here’s your bill. Can I just ask you to check it?

I'm sorry. ['ll just check the bill again.

N oy W

I'ra sorry. That was our mistake. I'll just print out the
bill again for you.

[ve]

It's been a pleasure having you here.

9 Hexe's your credit card and this is your copy of the
payment slip.

10 Will the bill be on the company account?

11 Will you be paying by credit card?

5 Work in pairs. Which of the phrases in 4 would a
receptionist use in each of these situations?

1 A guestchecking out and paying directly. The bill is
correct.

2 Aguest checking out through a company account.
There is a mistake in the bill.

Speaking
Checking guests out

Work in pairs. Role-play checking out, using the hotel
bill.

Student A, you are the receptionist. Student B, you are
the guest. Ask for your bill. Pay by credit card. The bill is
correct.

Change roles. Student A, you are the guest. Ask for your
bill. Pay through the company account. The bjllis not

correct.

Invent new situations. Decide how you are paying and
if the bill is correct. Act out the situations.

InvoiceN° Room N°ofpeople Checkin Check out
47660 302 1 08-07-20— 11-07-20—
Date Item Due Balance
08-07-20— Room 115.00 115.00
08-07-20— Garage 15.00 130.00
09-07-20— Breakfast 10.00 140.00
09-07-20— Internet 07.50 147.50
09-07-20— TV 08.50 156.00
09-07-20— Room 115.00 271.00
09-07-20— Garage 15.00 286,00
10-07-20— Breakfast 10.00 296.00
10-07-20— Sauna 30.00 326.00
10-07-20— Restaurant 42.90 368.90
10-07-20— Minibar 11.60 380.50
10-07-20— Room 115.00 495.50
10-07-20— Garage 15.00 510.50
1N-07-20— Breakfast 10.00 520.50
Government tax—-12.5% 65.06
Local tax—2.5% 13.01
Total taxes 78.07
Balance due 598.57
Payment

Client’s signature

Cardholder’s signature
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Total Quality Management (or TOM): a system of loads of (n) a lot of
management that considers that every employee in the
organization is responsible for keeping the highest
standards of work in every aspect of the company's
work in order to meet the needs of the customers
Oxford Business English Dictionary

overall (adv) including everything or everyone; in total

Customer care Reading
] Unsolicited feedback

Hotels have mechanisms for getting feedback, but
travellers sometiraes put their opinions on websites.
The opinions below are about a beach hotel in Minorca,
Spain.

1 Workin pairs. Read the postings and summarize the
feedback in the table by grading the opinjons from
1 (very poor) to S (excellent).

Reviewer ‘ 1 2 | 3 4 S
. - . Hotel

Many tourism organizations set ‘quality standards’or feature
‘performance standards’ for their employees. Quality
standards for checking out customers at a hotel might Value for money
include the following. Suitability for
» Tosmile and be courteous to the guest at all times. families |
» Tousethe guest’s name when addressing him or her. Food S
2 Topracess aguest’s closing account quickly and I

efficiently. Entertainment
g Tocheckallitems are included in the bill and to ;\—ff .

agree them with the guest.
& To check the gyest was happy with the service 2 Read the postings again and decide which

provided and, if not, to note any problems and pass

them on to the management. 1 ofthethree postings is most positive

2 hotel features are criticized most strongly.
1 Lookback at the reading on check-out procedures on

p.104 and add one more quality standard. 3 Make notes about any especially useful comments.
2 Write three quality standards for greeting and 4 work individually. Stl{dent A,gotopli5. Student B, go
checking in a guest at a hotel. to p.116. Read the posting on your page. In your own
words tell your partner what you found. Your partner
3 Choose another job intourism - one that you might do will include it in the table.

in the future. Write three quality standards.

1 2

We stayed at the Hotel Espiga D’Or in September with our We stayed at this hotel in September. When we booked,
four-year-old son and seven-year-old daughter. The hotel we knew it was really for families with young kids.
isright on the coast and 200 metres from the beach. The Certainly the hotel was full of them while we were there,
entertainment programme for children was superb. The and they were quite noisy. But the hotel has a quiet adult
staff were well-trained, creative, and energetic. The same pool area around the back, so if you like a bit of quiet
staff also did the adult programme, which had a couple of sunbathing then that’s the place to go. The food in the
really good shows. The only thing we found unpleasant main restaurant was OK, though not much imagination
was the smoking. Smoking is allowed in far too many went into it. We still had a good time and made some
places in our opinion! Overall, very good value for money. good friends. Oh, the staff - brilliant! And overall,

excellent value for money.



Writing
Reporting to the

Unsolicited feedback

manager on Smithson
package holidays

= AT
Hans Borgmann & Leena Kjisk
ID:GHOI;EE“ZO"—

Unsolicited feedback like the comments in Reading
is important to hotels and to resort managers.

1 Work with a partner. You were holiday reps together in
the Hotel Espiga D'Or. You are going to prepare a report
for your Resort Manager about what you found on the
Internet. Decide

= what information you are going to put in the report
+ how many different sections your report will have
+ ifyou are going to use tables and bullet points

who will be responsible for writing each section.

2 Gotop.52in the Writing Bank if you want to see a
similar report.

3 Workindividually and write the sections that you are
responsible for. When you have finished, give them to
your partner for checking.

& Work together and prepare the final version of the report.

3

My husband and | stayed at the Hotel Espiga D’Or for two
weeks last August with our kids. We had a fantastic time.
The food was great. We loved the local food, and there
were the usual pizzas and burgers for the kids. The
entertainment was also excellent. Loads of really
imaginative kids stuff — the hotel is more for families
than couples. But as parents, we made some really good
friends and had some great laughs. And all the staff were
very polite and friendly, and spoke excellent English.
Overall, very good value for money.
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Checklist

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

I can understand somebody talking about
front office duties

| can respond to common hotel guest
problems effectively

I can understand the check-out procedure in
a training manual

| can check a hotel guest out following
standard procedures

| can write a short report summarizing
feedback on hotel services

Key words

Nouns Verbs

account check someone out
agency deal with

bill sign

check-out process update

cleanliness

complaint

conformity

credit

customer satisfaction
direct payment
feedback

foreign exchange
item

overbookings
payment slip

routine task
signature

value for money

[ oo WL V'
Next stop

1 Tourism is a very complex industry. Which
area in tourism would you like to gointo-
tour operation, travel agency work, the hotel
trade, or tourist information?

Z What opportunities will you have in your
chosen area to progress into tourism
management?

3 What would you tell your employers about
yourself if they asked you to justify your
place on a junior management course?
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—
Pairwork

Unit 2 p.15 Unit5 p.43

Registering new arrivals I’'m very sorry
Student A Student A
1 You are the guest. Use this information to register. You are a waiter. Familiarize yourself with these

‘ h . : .
Room type: single phrases before acting out your situations.

Number of nights: 6
Srnoking / Non-smoking: Smoking

Checking satisfaction =~ How are we doing? Is

; ?
Other preferences: inside yoom / near lift ) everything OK:
Garage: Yes Apologizing
Payment: credit card ) , ===
Basic I'msorry.
If you can, use your own ID and credit card during the ,
Stronger I'msosorry.

check-in process.

2 Now change roles. You are the receptionist. Welcome i sony

the guest and cornplete the check-in screen. Promising action
food not hot Il ask the chef towarm it up.
glass / cutlery dirty 'l change it immediately.
meat underdone 'l ask the chef to cook it some

more.

you've brought It’s my mistake. I'fl take «t back
the wrong dish to the kitchen.
you've forgotien 'll get you some immediately.
the water
client unhappy Would you like me to get you
with a dish something different?
waitalong time We're very busy tonight_I'll get
to order / for bill to you as soon as ! can.
Note: In difficult situations, add the phrase I do
apologize after promising action.
REMEMBER! Stay calm. Show concern. Listen.

Apologize. Clarify (if necessary). Promise action



Unit 6 p.51

Giving information about the weather

Student A
Day Weather Wind Other info
Tuesday a little bit possibly
windy some
showers
Wednesday very hot in
— the afternoon

®
=~

Thursday quite windy cold at
<>
Friday protably
rain by
midday

Unit 10 p.87

Four specialized tours
Student A

Adventure sports - diving

Diving in the tronical waters of the Indian Ocean
around the Maldives. Diving takes place every day,and
all levels from beginners to advanced are catered for.

Experienced divers can also train as diving instructors.

Other extreme diving destinations include the Arctic
region of northern Russia for ice-diving {diving under
theice).

Medical tourism

Goingto another country for medical treatment, perhaps
because the cost is cheaper or the service better and
quicker.

Treatments caninciude fairly major operations, but
cosmetic surgery and treatments are more common —
facelifts, botox injections to forehead and eyes (to
reduce appearance of ageing), collagen injections to lips,
liposuction.

Most tourists coming for cosmetic surgery combine the
trip with a relaxing holiday, so warm countries with
good beaches are very popular destinations, in
particular South Africa and Malaysia.
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Unit 8 p.73
Checking the schedule

Student A

You are the tour guide. Phone the hotel to check the
following.

Arrive 13.00 (later than booked)
Non-smoking section

16 pax

2 vegetarian

No children

Now you are the driver. This is the schedule you have.
08.00 Pick up at hotel

10.30 Comfort break

12.30 Arrive Melrose (lunch & tour)

14.00 Depart Melrose

17.00 Arrive Edinburgh

Hotel = Crown Hotel

Unit 9 p.81
Getting kids to make things
Student A

Materials

an A4-sized piece of black cardboard
astapler

a white crayon

string

elastic

scissors

Instructions

Place the cardboard over the face, and use a crayon to
mark the position of the eyes.

Carefully cut eyeholes in the position marked for each
eye.

Use the crayon to colour the mask.

Make cuts in the cardboard, then fold it and staple it to
give the mask volume.

Staple the elastic to the sides.

To make the hair, cut pieces of string of different
lengths.

Make holes around the top of the mask. Next, pass a
piece of string through each hole and tie a knot.

Do this until there is enough hair.



110 Pairwork

Unit 6 p.47
Receiving campers
Student A

Situation 1
You are the receptionist. Welcome the camper and
complete the registration screen.

1 {C23)

Situation 2
You are the camper. Use the information and book into
the campsite.

Name: give your own name or invent a name,
Booking: no

Identification: passport K987630G

No.in group: 3 adults, 1 teenager (aged 15 - check this
is still child rate)

No.of pitches: 1 pitch for 1 frame tent and 1 small tent,
Car: two

Stay: 9 days

Electricity: no

Facilities: check that there is alaundry

Unit 4 p.29
Adayinthelifeof...

Student A
You are a transfer rep.

Location: Major destinations around the world, but
especially the Mediterranean and the Caribbean.

Work: As a transfer rep, you accompany holidaymakers
toand from the airport. During coach trips to the hotel
you will be responsible for a simple welcome talk.

Main responsibilities
Accompanying guests on day and night excursions
Answering customers’ questions and resolving
complaints

» Basic resort administration
Dealing with problers of overbooking at hotels

- Keeping guests occupied at the airport if there are

any outgoing delays
Making sure that the guests are booked into their
accommodation
Transferring customers to and from the airport

Unit 5 p.43
I'm very sorry
Student B

You are the customer. When the waiter asks you if
everything is OK, complain about something.

I'mafraidthat...  idon'treallylike this dish.

my food isn’t really that hot.
the meat is a little underdone.
this glass is dirty.

this isn’t what [ ordered.

we didn’t get our watet.

we’ve been waiting for ages to order.
we've been waiting for ages for our
bill.

I'msorry,but...
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Getting kids to make things

Student B

Materials

alarge sheet of wrapping paper per group
crayons or coloured pencils

Scissors

Blu-tack

Instructions

Lay out the paper on the floor.

One child from the group puts his / her hands on the
paper.

The other children draw around the hands with
crayons.

Once the outline has been made, another child puts his
/ her hands on the paper.

When all the children have hand outlines, the group
can decorate the paper.

Use Blu-tack to stick the decorated paper on the wall
for parents to see.

Alternatively, children can cut out their own hand
shapes and decorate them.

Once they have decorated them, stick the shapeson a
window.

Unit 7 p.65

Three festivals

Student A
Dia de La Tradicion (Day of the Gaucho), Argentina

Introduction

Popular cultural event in ranch areas of Argentina
Takes place in grass)ands 600 km south of Buenos
Aires. Main centre = Santiago del Areco {more horses
than cars)

Horse parades, dance, song, barbecue

History

Gaucho (= Argentine cowboy) - national cultural
symbo) ;

Mid-19th century — gaucho skills essential for
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Unit12 p.103

Solving problems

Student A

Situation1

You are the guest. Use the information and ring
reception to complain. (You don't have to tell them all
of the information at once.)

You are in Roorn 428. There is a lot of noise from the
room below and you can’t get to sleep. You know it’s
only 10.30 p.m., but you have a very early flight to catch
in the morning. It sounds like the TV is on too loud, but
it could be people arguing.

Situation 2
You are the receptionist. Listen to the guest and offer to
solve their problem.

Situation 3

You are the guest. Use the information and ring
reception to complain. (You don't have to tell them all
of the information at once.)

Your shower does not work. The water is either very hot
or very cold. You need a shower before you go out for
supper.It’s 7.00 p.m. and your table in the restaurant is
booked for 8.30 p.m.

Situation 4
You are the receptionist. Listen to the guest and offer to
solve their problem.

agriculture (cattle - vital part of Argentine economy)
Gaucho folk dances {milonga and payada) contributed
to more famous tango.

What happens

Takes place over two weekends ~leading to 10
Novermber

Displays of horsemanship, horse racing, parades of
gauchos

Folk dances, climax on final Sunday

Barbecues —delicious beef / steaks —the best in the
world
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Unit 4 p.29
Adayin the life of ...

Student B
You are a campsite rep.

Location: Campsites in Southern Europe and North
America.

Work: Sarme as afarmily rep. In addition, you have to put
up tents (rmontage) and take them down (de-montage).
[f the campsite has cabins, you have to clean these for
new guests.

Main responsibilities
Atrport transfers
Answering custorners’ questions and resolving
complaints
Basicresort administration
Cleaning cabins
Guiding excursions
Montage & de-montage of tents
Welcome meetings / selling excursions

Unit 6 p.51

Giving information about the weather

StudentB
Weather Wlnd Otherinfo
Thursday possibly
some mist in
the valleys

O
- P

alittle probably rain
bit windy by the evening
very wmdy goingto rain
all day
Sunday = some heavy
showers

Unit 7 p.65

Three fastivals

Student B
Sherry Festival in Jerez de la Frontera, Spain

Introduction

Autunmn festival (September) — grape harvest
celebration, horse shows, and flamenco dancing
Takes place in Andalusian town of Jerez

Diverse programre of entertainment

History

Centuries old celebration —exact origins unkr.own
Centres on Jerez,the most important of Spain’s three
sherry-producing towns - give thanks to the grape
harvest

What happens

Start = parade of Queen of the Vintage — decorated
with flowers, grapes, etc.

Masked courtiers throw sweets to children

Parade ends in Plaza de Arenal - drinking in sherry
houses

Programme of parties, horse displays, concerts,
flamenco dances

Special mass in church —blessing of the vines
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Comparing conference centres

Student A

Name and {ocation The Westin Los Cabos, Mexico

Five-star hotel

243 guest rooms

Good restaurants and bars,
including La Cascada restaurant
with a perfect view of the ocean

Hotel facilities

Over 1,100 m?2 dedicated to
meeting and conference
facilities

Seventeen meeting rooms -
largest = 280 seats,
smallest =20

Internet service in all rooms
Flexible room configurations
allow for break-out rooms
Complete audiovisual and
production services

Conference rooms
and facifities
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Other conference
services

Videoconferencing services
Dedicated conference organizer
and audio-visval technician

Corporate hospitality ~ The Ballroom Under the Stars is
one of the most popular private
function rooms in the city. It
offers views over the ocean and
can provide hospitality forup
10450 people.

Other business services Business centre with full
secretarial services, boardroom,
workstations, and business
lounge

Extra events and
activities

Unit 7 p.64
Describing a festival

Festa del Redentore

Location: Venice, Italy

Timing: third weekend of July

Duration: two days

Information: www.comunevenezia.it/turismo

Introduction

/N The Festa del Redentore - the Festival of the
Redeemer -is a high point of the Venice summer.
Thanks to a spectacular firework display the Redentore
is a major tourist attraction.

le plague
which killed more than a third of the city’s inhabitants.
In 1576, the city’s leadey, the Doge, promised to erect a
church dedicated to the Redeemer, in retum for help in
ending the plague. On July 13,1577, the plaguz was
declared over, and work began to construct the church.
It was also decided that Venice would forever give
thanks on the third Sunday of July.

What happens
/N From early on the Saturday, boats are decorated with

flowers, lantems, and balloons. St Mark’s lagoon fills
with as many as two thousand boats,f their
occupants eating and drinking as they wait for the
traditional spectacular display of fireworks.
{Arrangements can easily be made through your hotel
for an evening with dinner on a boat.) At around 11.30
p.m.the display begins and the Jagoon becories one of
the most atmospheric stages in the world, /M fireworks
illuminating the spires, domes, and bell towers of the
city.

On Sunday I a pontoon of decorated gondolas and
other boats is strung across the Giudecca canal M to
allow the faithful to walk to the church of the
Redentore. The climax of the festival ™ is the mass
held in the presence of the Patriarch of Venice, N 2
reminder that the Festa has a serious side. /M
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Unit11 p.98

Comparing conference centres

StudentB

Name andlocation  The Mirage Hotel and Casino
Resort, Las Vegas, USA

Hotel facilities One of the world’s finest luxury

hotels —a South Seas oasis inone
of the most bustling cities in the
world

15,800 m? convention complex,
with spacious courtyards, foyers,
and promenades for informal
gatherings and meeting breaks.
26 meeting rooms, including an
executive boardroom, a 3,700 m?
pillar-less Grand Ballroom, and a
8,400 m* Events Centre.
Conventions for up to 6,000
people.Ideal for trade shows and

Conference rooms
and facilities

banquets.
Audio-visual and communication
equipment can be hired.
Other conference Photography and video services
services

Corporate hospitality Casino and nighiclubideal for
special corporate events

Other business Business Service Centre open

services daily: Equipment rental, courier
services, fax, copying

Extra events Aquarium with dolphins. Spa

and activities and swimming pool. Betting, slot

machines, and rouletie, as well as
the casino.

Unit 10 p.87
Four specialized tours
Student B

Life-seeing tourism

A term developed by Axel Dessau, Director of the
Danish Tourism Board, to help tourists see not only the
usual sights of a destination, but also to experience the

real life of a place, particularly areas that they are
interested in or that they work with in their own
country.

For example, visitors might be government officials in
their own country and might be interested in
reviewing social problems and city government in the
destination.

Expert guides will meet visitors and take them to visit
city planning offices, schools, and social welfare
centres. There may also be some special seminars
amranged.

Denmark is one of the main destinations for this niche.

Genealogy tourism

Customers try to find out about their family history
and write their family tree by researching records going
back hundreds of years (in libraries and town halls).
They also visit the locations where thejr ancestors lived
and try to understand the way of life that their
ancestors expenienced.

Customers are typically people whose families
emigrated from countries like Ireland or Scotland to
live in the USA, Canada, Australia, New Zealand, or
South Africa.

Unit 8 p.73
Checking the schedule
Student B

You are the receptionist at the hotel. Thus 15 the
information you have.

Arrive 12.30

Non-smoking section

18 pax

No vegetarian meals booked
No children / high chairs

Now you are the tour guide. Phone tomorrow's driver
to check the following.

07.30 Pick up (earlier than booked)

10.00 Comfort break {(motorway)

12.00 Arrive Melrose (tour then lunch)

14.00 Depart Melrose

17.00 Arrive Edinburgh

Hotel = Crown Hotel for pax, but driver i Castle Inn
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Unit 6 p.47
Receiving campers
Student B

Situation1
You are the camper. Use the information and book into
the campsite. Make sure you get what you booked.

Name: give your own narne or invent a name.
Booking: made by email three months ago. You have
the emails.

Identification: ID card (10789876)

No. in group: 4 adults, 3 children

No. of pitches: 1 pitch for motorhome, 1 pitch for frame
tent

Stay: 9 days

Electricity: in one of the pitches.

Facilities: check that there is a shop and a swimming
pool.

Situation 2
You are the receptionist. Complete the registration
screen for the camper

Unit 12 p.106
Unsolicited feedback

Student A

T o)X

My stay in this hotel took place in August. &
This is the first time we have been on a fully inclusive
holiday. We weren't sure what that would mean in
practice, but ] have to say that we weren’t
disappointed. The food, for a start, was great —
breakfast, snacks, lunch, dinner — all really great. The
rooms were fine, too, very clean as was the whole
hotelin general. Then the staff. Nothing was too much
trouble for the hotel staff. The hotel entertainers were
excellent. My seven-year-old daughter thought the
Club de Piratas was amazing. We hardly saw her during
the day, which was great for us and great for her. The
disco forthe adults was a must and aftera couple of
nights everybody knew all the words even of the
Spanish songs. That was really fun. We did feel that the
pools were too small for a hotel this size but we liked
the adult pool by the bar, and the hotel was close to
the beach, so often we just went there to swim.

I would recommend this hotel for families with young
children or families with teenagers.

arrival: [ D-percuce: [N

Unit 12 p.103
Solving problems

Student B

Situation1
You are the receptionist. Listen to the guest and offer to
solve their problem.

Situation 2

You are the guest. Use the information and ring
reception to cornplain. (You don’t have to tell them all
of the information at once.)

You can't open the door with your key card. You are in
Room 353.The card worked perfectly in the morning
before you went out of the hotel.

Situation 3
You are the receptionist. Listen to the guest and offer to
solve their problem.

Situation 4

You are the guest. Use the information and ring
reception to complain. (You don’t have to tell them ail
of the information at once.)

You asked for a snack from Room Service over 30
minutes ago. You tried ringing them again, but they are
not answering the phone or it's engaged.
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Unit 8 p.73
Preparing notes for commentaries

Top Visual Priority (description)

We're now approaching one of the most famous sights
in the city — Tower Bridge. Work started on the bridge
in 1886 and it took eight years to complete. It was
regarded as one of the great engineering achievements
of the day, and was the world’s largest hydraulic
bridge. The two towers are each 40 metres high, and
the walkway is 45 metres above the river. The walkway
was closed to the publicin 1910 because there had been
too many suicides. The bridge usually opens at least
once a day, soif we're lucky, we might see it in operation!

Must tell (story / anecdote)

Onyour left, you can see Green Park. Let me tell you a
story about why Green Park is called Green Park. You'll
notice as we drive past that there are no flowers, just
frees and grass - soit’s just green. Why are there no
flowers? Because in the 17th century, the king at the
tire used to walk through the park and pick flowers to
take to his mistress - or girlfriend ~ who lived across
the park. His wife, the queen, was, not surprisingly, not
very happy about this and arranged for all the flowers
to be taken out. Taking a bunch of grass to your
girlfriend is not so romantic!

Unit 2 p.15

Registering new arrivals

StudentB

You are the receptionist. Welcome the guest and
complete the check-in screen.

Now change roles. You are the guest. Use this
information to register.

Room type: double and twin

Number of nights: 3

Smoking / Non-smoking: Double = smoking; twin =
non-smoking

Other preferences: outside rooms, preferably next to
each other and not near the lift

Garage: Yes

Payment: credit card

If you can, use your own ID and credit card during the
check-in process.

Unit 12 p.106
Unsolicited feedback

Student B

EE———— _TX

My stay in this hotel took place in june.

We had a very nice fortnight at this hotel in june this
year. In facl, this visit was our second time and we are
thinking of booking for next year! The room was clean
but basic, which we knew it would be, butithasa
fantastic view of the sea. We enjoyed the meals again
this year. We’re not keen on foreign food, so not
everything was to ourindividual tastes, but there was
always plenty of it, so neither of us everwent hungry.
The adults-only dining area was a lovely news idea,
Children are a lot of fun, butitis nice to be able to
escape lo an adult environment from time to time. We
couldn't always get two sunbeds together. There
seemed to be fewer sunbeds thisyear, Strange. In the
end we decided to hire a car. They're so cheap here.
And of course, there are plenty of nice beaches within
easy reach. Allin ali a nice resort and a nice hotel with
really friendly and helpful staff and well worth another
return visit or two.

Iwould recommend this hotel for families with young
children {and oldies like us, too).

=
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Unit 7 p.65

Three festivals

Student C
Songkran Water Festival, Thailand

Introduction

Buddhist New Year Festival — 4 days — mid-Apzil - all
over Thailand, Laos, Burma, south-west China - main
centre = Chiang Mai, north Thailand

Based on water: water-fights, water-throwing, bathing,
fountains

History

Celebrated for hundreds of years

Thanksgiving for New Year - a new beginning - a time
to think back over the past year ~ wash away sins and
bad luck

Atime for families to get together

Unit 11 p.98
Comparing conference centres

Student C

What happens

Day 1: Houses cleaned - procession of Buddha images
and floats —water thrown over procession ~ colourful
flags, paperlanterns

Day 2: Special food cooked - sand collected from rivers
to make towers In temple courtyards

Day 3:first day of new year - water fights start —food
and new robes given {o monks

Day 4: people visit and pay respect to ancestors - pour
scented water over hands

Name and location

The Hotel at Chelsea, located at Stamford Bridge, home of Ctelsea

Football Club,London, UK

Hotel facilities

275 bedroom, 4-star hotel

Five restaurants and bars

Spa, health club,and 25-metre swimming pool

Conference rooms and facilities

Purpose-built suites can accommaodate 600 for a reception and 280

for a conference. Natural light and views of the famous football pitch.
Great Hall can accommodate 800 in theatre-style.
Meodern audio-visuai equipment

Other conference services

Variety of smaller meeting rooms
Match-day hospitality — see corporate hospitality

Corporate hospitality

Corporate events in executive boxes on match-day, includes: reserved

seats, pre-match three-course meal,complimentary bar, half-time and
full-time refreshments, exclusive Chelsea gift, and celebrity guest

speaker

Other business services

Full range of business services

Four boardroom-style meeting rooms

Extra events and activities

Match-day packages, including overnight stay

Stadium tours
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Grammar reference

1 Greeting and introducing

We can use several ways to greet people or to introduce
ourselves.

Greeting

Informal

Hello / Hi, Julia - it’s nice to see you again.
Formal

Good morning / aftermoon / evening, Mrs Yashimoto.
Here's your room key.

Welcoming

Welcome. / Welcome to Toronto.
NOT HelcomeatToronto.

Or, if returning {o a place:
Welcome back to Toronto.
Introducing yourself

Informal

Hi. My name’s Johann.
Oh, hi.I'm Alex.

Formal

Good evening. My name is Mr Elliott.
May Iintroduce myself? I'm a colleague of Ms Pierron.

Introducing someone else

Thisis ...
Haveyoumet... ¢

Note that we only use that’s or that is to identify
someone who is not standing nearby.

You see the tall man with the glasses standing over
there? That's Dr Mashiko.

When we introduce more than one person, we usually
do so indwvidually.

This is Ms Fleischman and this is Professor Schwartz.
NOT Fheseares-BleischmarantProfessersehwartz
Checking someone’s identity
Youmustbe...

As well as usmg must for abligation (You must pay for
the ticket), we also use it when we are quite certain
about something. Remember that must is always
followed by infinitive without to.

NJ

We use You must be to refer to one or more people.
You must be the tour guide.

You must be Mr and Mrs Jakobsen.

It’s ..., isn’t it?

This is only used when addressing one person, and
does not change. It is usually used with someone
whose name we think we already know.

Hi. It’s David, isn’t it?
NOT ¥owre——rgreniyiou?
Making an offer

As well as using can for ability, requests, and
permission, we can also use 1t to make an offer

Cani/we+get/ give/ offer, etc.

Can I get you some more wine?
Can we do anything to help?

Note thatthe correct response is Yes / No, thank you. It
Is not polite to say Yes, you can.

Where things are

We can use severa] prepositions and phrases to
describe where a person or thing is located.

in  enclosed spaces, e.g. rooms, buildings, furniture
in the basement
in the hotel
in the corner

limited areas, e.g. towns, parks, countries,
continents

in the hotel forecourt

in America

at  general location, i.e.it is not important whether
something or someone is inside or outside a
building
Mr Hamer called to say that he is aiready at the
airport.
a specific point or feature in the room
I'll wait for you at the meeting point.

in expressions such as al the end (of)

Go down this corridor, and you'll find the gym at
the end.
You'll find the gym at the end of the corridor.
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on surfaces, e.g. walls, floors, shelves
on the first floor
on the roof
on the left / right
Turn left and the hairdresser’s is on the right.

NOT ntheleft

We use both next to and near to talk about how close
things or people are, but next to means that one thing
or person is at the side of another, while near tells us
only that cne thing or person is not far away from
another.

Isthe garage next to the hotel? — No, but it’s very near.

Between means having someone or sornething on
each side.

The toilets are located between the restaurant and
the bar.

Opposite means that one thing or person is facing
another.

You'll see the lifts immediately — they’re opposite the
main entrance.

Over there is similar to there, but indicates a longer
distance away from ourselves. We can combine over
there with other prepositions to describe more
accurately where something is.

Don'tuse that lift. Use the one over there.

The business corner is over there next to the lounge.

Giving directions and
prepositions of movement,
Recommending and promoting
Giving directions

When giving directions, we usually use the imperative
form of the verb. This is the same as the infinitive:
Go...,Take...,Turn....

However, we can also use an if sentence, as follows.

If you take the first road on the left, you'll see the
market on the right.

= If + you + infinitive without to, you + will (you'll) +
infinitive without to

Prepositions of movement

Although some of the verbs we use when giving
directions are not followed by a preposition, e.g. reach,
it is common for many verbs to combine with one
preposition or more.

These verbs include come, get, and go.

They combine with prepositions such as along, at,
down, out of, past, through, and up.

The same verb may be followed by different
prepositions to give different meanings.

come out of = leave
come to =reach

On the other hand, different verb + preposition
combinations can sometimes have the same meaning.
One of the comumonest verbs to use when giving
directionsis Go, but there are alternatives such as Head
and Walk.

Go/Head / Walk past the station, then turn left.
Go /Head / Walk along here for about five minutes.

Note that the prepositions down and up do not
necessarily mean that the route is up or down a hill.
When combined with go, etc., these two prepositions
have a similar meaning to along.

Go down this road.
Head up the High Street until you reach the bank.

out of (= leaving a location) and at (= reaching a fixed
point) can combine with 2 nuraber of verbs.

When you come out of the market, turn left.
Turn right at the Tourist Information Centre.

cut combines with through to indicate a shorter route.

The best way to get to the main road is to cut through
the park.

Do not confuse towards and to. Towards means ‘in the
direction of, whereas to means ‘as far as’.

Walk towards the church but turn left before you
reach it.
Walk to the church and cut through the churchyard.
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Recommending and promoting

In tourism texts you'll find several ways to make a
recommendation or promotion.

negative + without

No visit / trip / journey is complete without + -ing form
ornoun

No tnp is complete without visiting / a visit to the
museum.

or

Don’t + Infinitive without to (+ place name) + without
+-ing form

Don'’t leave (Liverpool) without visiting the museum.

well worth

(well) worth + -ing form / noun
The Cavern Club is worth visiting / a visit.

Well worth + -ing form offers a stronger
recommendation than worth + -ing form.

Why not

Why not + infinitive without to
Why not watch a football match?

If sentences

If + clause + you could + infinitive without to
If you want to get out and about, you could start at
Pleasureland.

We can also use If with why not...?
If you like shopping, why not go along to Albert Dock?

a must

We only use must as anoun when we are
recommending or promoting a place.

The Beatles Museum is a must for any fans of the Fab Four.
The following expressions are used more in
promotional texts.

You can find

In Liverpool, you can find everything you need for a
fantastic holiday.

Whether

Whether is used to give mote than one option.
Whether you're interested in music or art, football or
shopping, Liverpool meets all your expectations.

... boast ...

We use boast to talk about an attraction that we would
like to promote.

The city centre boasts the biggest range of shops in the
region.

4 Advice and obligation
Advice
should

We use should and shouldnt to tell someone what we
think is the best thing to do, or not to do.

Positive

You should make sure that you have a good night’s
sleep before changeover.

= subject + should + infinitive without fo
Negative

You shouldn'’t get too drunk on your day off.
= subject + shouldn't + infinitive without to
avoid

We use avoid to mean the same as You shouldn'.
However, avoid has a different form.

Avoid partying too much at the beginning of the
season.

Avoid this if you can.

= Avoid +-ing form

= Avoid + noun or pronoun

Note that avoid can also be combined with You should.
You should avoid partying too much.

Don’t

Don'tis used when giving advice.

Don’t expect to have a private life as a skirep.

= Don’t + infinitive without to

Note that we cannot say You don't ... when giving
advice.

N OT ¥ow-dortexpectto-haveaprivatatife:



Obligation
have to

We use have to to talk about an action that is necessary
because of Jaws or rules.

You have to wear your uniform at all times
whenon duty.

= subject + have to + infinitive without to
mustn’t

mustn’tis the negative form of have to. We use mustn't
to tell someone what they can’t do because of Jaws or
rules.

You mustn't drink alcohol before you go skiing.
There’s a fine of €500.

= subject + mustr’t + infinitive without to

5 Describing food, Relative clauses
Describing food

We use the Passive when we do not know who did
something, or when it is not important to say who did it.

As with Active sentences, we can use different tenses
inthe Passive, e.g. Present Passive, Past Simple Passive,
etc.

Present Passive

The Present Passive is often used to talk about 2 custom
that exists in the present.

A pasta dish is served before the main course.
A special meal is eaten on Friday evening.
= subject + Present Simple of be + past participle

We also use the Present Passive to describe a process
such as the method of making and preparing a dish, or
talking about ingredients and accompaniments. In this
case, we often use the prepositions of or with after the
Passive verb.

A salade Marocaine is made of chopped tomatoes.
Schnitzel is served with potato salad.
This dish is cooked with potatoes and carrots.

Be careful to use the correct preposition after the verb.

It is possible to use other prepositions after the Passive,
but these depend onthe main verb.

The meat is covered in breadcrumbs.
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Relative clauses - who, which, and that

We use relative clauses to connect two ideas. There are
two types of relative clause.

Non-defining

Look at the following sentences.

I'really love sushi. Sushi is our national dish.

By using the prenoun who or which, we can combine
the two sentences and avoid repeating the subject.

I'really love sushi, which is our national dish.
MAIN CLAUSE RELATIVE CLAUSE

We use which to refer to a thing or things, and who to
referto a person or people.

Inthis way,

Turkish food is popular among tasters. Tasters visit
regions as part of their holiday.

becornes

Turkish food is popular among tasters, who visit regions
as part of their holiday.

Note that in the sentences containing which and who,
the two paris of the sentence are separated by a
comma. The second part of the sentence is called anon-
defining relative clause. This is because what comes
after the comama is simply additional information,
which we do nozneed in order to understand the
whole sentence.

Defining

The second type of relative clause also connects two
ideas, but in a different way. Look at the following
sentences.

Atagineisa pot. A tagine is used to cook food in.
Atagine isa pot which is used to cook food in.
MAIN CLAUSE ~ RELATIVE CLAUSE

Also

Tasters are tourists. Tasters are interested in the food of
the region.

Tasters are tourists who are interested in the food of
the region.

MAIN CLAUSE RELATIVE CLAUSE

In this case, the relative clause is not just giving
additional information, and dees not come after a
corama. Instead. it is an essential part of the sentence
that helps us to identify which things or people we are
talking about.
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Note that in a defining relative clause, we can use that
instead of which or who.

Atagine is a pot that is used to cook food in.
Tasters are tourists that are interested in the food of
the region.

We cannot use that in non-defining relative clauses.

N OT HegtHovesushi-thatisowrrationaldish:

6 Making predictions
will

The most comraon way of making predictions 1s by
using will.

Positive

The rain will last all day. It usually does.

= subject + will + infinitive without fo

Negative

These strong winds won’t die down today, I'm afraid.
= subject + won't (will not) + infinitive without to
Questions

Will the storms last all day?

= Will + subject + infinitive without to

However, because we are often uncertain about the
likely outcome of a situation, it is comumon to use wili in
combination with the verb think.

I'think it will be overcast all day.
We don't think these heavy showers will last.
Do you think that the rain will clear soon?

Note that we do not tend to use the positive form of
think with won't / will not.

NOT Whetiinktheseheqvyshowers-wontHast

Other question forms when asking somecne to make a
prediction are

Do you know if the café will be open?
= Do you know if + subject + will + infinitive without fo
and

Do you know what the food will be like?

= Do you know what + subject + will be like

It is more polite to use Do you think...? or Do you
know...? when asking someone to make a prediction,
as will is rather impolite.

going to

We use going to + infinitive without fo to make a
prediction based on what has already started to
happen. For example, we could use going to to predict
rainy or stormy weather if the sky has started to get
darker.

Look at those clouds! It's going to rain.
= going to + infinitive without to

We also use going to when reporting a prediction made
by someone else. If we are not talking about a specific
person, we use the pronoun they.

You should take a coat. They said it's going to get a bit
colder this afternoon.

The Passive

We use a Passive verb when we do not know who did
something, or when it is not important to say who did
it. While we can use the Passjve to say sormethingina
more formal way, it is used very commonly when we
are describing buildings and attractions.

Present Passive

The Present Passive describes a scene, process, or
situation that existsin the present.

The main hall is used for special occasions.
The gardens are lit at night.
= subject + Present Simple of be + past participle

1f we put the two sentences above into an Active form,
we would need to add a subject to say who was using
the main hall and who lit the gardens at night.

They use the main hall for special occasions.
People light the gardens at night.

We use the Passive to avoid having to mention who
performed the action if we think it is not relevant, or if
we don’t know who did it.



Past Passive

The Past Passive describes a finished action, rather
than a situation that exists now.

The tower was added in 1654.
The walls of the city were built in the tenth century.
= subject + Past Simple of be + past participle

As for the Present Passive, if we used an Active verb
form, we would need to add a subject.

Someone added the tower in 1654.
They built the walls of the city in the tenth century.

Passive with by, of, for

Note that it is common to use these prepositions to add
more information after a Passjve verb form.

by  We use by if we want to use a Passive verb form
but also need to mention who made or did
something.

The Eiffel tower was built by Gustave Eiffel.

of  Weuseoftodescribe the material that is used to
make sorething.

The building is made of stone.

for We use for+-ing form or noun to talk about the
purpose of, or reason for, doing something.

The Great Hall was built by the prince for
entertaining guests.

8 Explaining arrangements,
Language of calming and
dealing with a crisis
Explaining arrangements

There are several ways to talk about the future.
Present Simple

We can use the Present Simple to talk about a
timetabled event.

The coach departs at 10.30 on Sundays.

We also use the Present Simple in a two-part sentence
after when, if, before, after, as soon as, and until.

The other part of the sentence uses will, going to, or
the imperative.
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Please give me a call as soon as you arrive at the hotel

NOT —assoenasyor-willarrnveatthehotel

Present Continuous

We can also use the Present Continuous to talk about a
pre-arranged event, but not one that is part of aregular
programme or timetable.

The coach is leaving in five minutes.
We're all going to the club tonight.
= subject + Present Simple of be +-ing form

NOT Fhecosa-istemmhngovers Sundasat o

It is very common to use a time expression with the
Present Continuous when talking about the future, so
that it is not confused with something that is
happening now. Compare the folowing.

FUTURE The coach is leaving in five minutes.
PRESENT The coach is leaving.
will future

willis not normally used to talk about timetables or
planned events. We use will when we decide what to do
at that particular moment, e.g. to promise or offerto do
something, and to make requests.

I'll wake you up before we arrive,
subject + will ("lf} + infinitive without to
Future Continuous

We use the Future Continuous to tatk about what will
be happening at a certain point in the future.

During the journey, we’ll be offering you a
complimentary drink.

= subject + will + be + -ing form

going to future

We use going to + infinitive without to when we talk
about our intentions. We have already decided what to do.

I'm going to read out your names to check that you're
all here.
= subject + Present Simple of be + -ing form

going tois also used when we can see the result of
something that is happening now.

Take a coat. It’s going to be cold.
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Language of calming and dealing with
a crisis

We can use several ways to reassure someone about a
situation.

Imperative
Positive
Please keep calm.
Calm down.
= infinitive without fo + adjective or adverb

Note that sorne verbs are followed by a preposition, e.g.

Try + to
Look + at

Try to relax.
Look at me.

= infinitive without te + preposition + infinitive
without to

Negative

Don’t worry.

Please don’t apologize.
=Don’t + infinitive without fo

Let

The verb let means ‘allow’,and is used in the imperative
form. {tis followed by a name or object pronoun, e.g.
me, him, her.

Positive
Let me explain.
Please let us help you
= Let + object pronoun + infinitive without to

The negative form Don’t let + object pronoun +
infinitive without to exists, but is not used when
calming a person down.

Let’s

Note that we can use Let’s as a means of suggesting a
solution or course of action. This is not the same as the
imperative Let, and has a different form.

Let’s go and ask at the desk.

= Let's + infinitive without to

going to

going tois another way to talk about a decision or
course of action that we have made. We use going to
when we have thought about the situation, and have
come to a decision.

This is what we're going to do.
= going to + infinitive without to
will
We use will when we are offering to do something, or
when we decide to do something immediately.

I'll tell you what I'lL do.

= subject + will (’ll) + infinitive without to

9 Indefinite pronouns, Helping
kids to make things
Indefinite pronouns

We can combine any, every, no, and some with -one /
-body, -thing, or -where.You must leave a space between
no and one, but all other corabinations form a single
word. The meanings of the new words are easy to
guess, forexample

anyone / anybody = it doesn’t matter who
everywhere = all the places

nothing = not one thing

someone / somebody = a person

We use any when we are talking generally, whereas
some could refer to a particular person, thing, or place.

We use a singular verb with all these comhina*:~~«

Everyone has breakfast in the same restaurant.
Nothing is wrong with the programme.

After words with -one or -body, we normally use they /
them / their to show possession, rather than his / her /
fts.

Everyone is having their lunch.

Generally, when any-, every-, no-, and some- are the
subject of the sentence or clause, we use a positive
verb.

No one has complained.
Anything is possible on this tour!
Make sure that someone knows where you are going.



NOT Movrehastteotplained:

When any- is the object of the sentence, the main verb
is negative. Itis also common to use any- in questions.

Ididn’t like anything on the menu.
Did you learn anything on the course?

When no- is the object of the sentence, the main verb is
positive.

Iearnt nothing on the course.

some isnot commonly used in the negative or in
questions, while every- can be used in the positive,
negative, and in questions.

We can combine something, everyone, etc. with other
adjectives.

Did you go anywhere interesting?
Helping kids to make things
When giving instructions, we often use the imperative.
Positive
Inflate one of the balloons.
= infinitive without to
Negative
Don’t put too much water in it.
= Don 't + infinitive without fo

Ina series of instructions, we need to be able to say in
what order things have to be done. One way to do this
is to use words such as now, then, and after that.

Now get another balloon and fill it with water. Then tie
aknotinit.

Another way is to use when with either the Present
Simple or Present Perfect. Be careful, as the tense you
use changes the meaning of the sentence.

When + Present Simple

We use when with the Present Simple to describe two
actions that happen at the same lime.

When you tie the knot, make the shape of the balloon as
round as possible.

When + Present Perfect

We use when with the Present Perfect to talk about one
action that follows another,
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FIRST ACTION SECOND ACTION

When you've let the air out, place the first balloon
inside t.

Remember that the form of the Present Perfect is
subject + have / has + past participle.

Instead of When + Present Perfect, we can use Once.
Once you've stretched the balloon, fill it with water.

10 Responding to special requests,

Identifying and checking special
needs
Responding to special requests

There are several expressions we can use when
responding to requests. These cany different degrees of
certainty, ranging from ‘definitely yes’ to ‘definitely not.

definitely yes Of course.

No problern.

probably yes That shouldn’t be a problem.

fdon'’t see why not.

possibly yes There might be a problem (if ...).
You may need to pay something,
'mnot sure.

We may possibly be able to

make arrangements.

definitely not Sorry,youcan't.
You mustn’t remove them from

their natural habitat

Note the use of modal verbs shouldn't, can't, musin’t,
may, and might in the sentences above.

Form of modal verbs

All modal verbs are followed by infinitive without to.
They do not have an -s in the third person singular, and
do not use the auxiliary do to form the negative and
questions.
Posittve

That should be all right.

= subject + must / can / should / may / might +
infinitive without to
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Negative
You mustn’t remove them from their natural habitat.

= subject + mustn’t /can’t / shouldn’t / may not /
mightn’t + infinitive without to

Note that in this form may not is never shortened to
mayn't.
Questions

Can we take some of the plants back with us?

= Must / Can / Should / May / Might + subject +
infinitive without to

Use of modal verbs

Should /shouldn’t is often used when we are advising
sorneone (not) to do something. When responding to a
request, it generally means that an action may or may
not be possible.

Might / mightn’tis always used to talk about a small
possibility of something happening.

May / may not is similar to might / mightn’t, but
suggests a stronger possibility.

Can /can’tis used in many situations, e.g. to talk about
ability, to ask for permission, and to make requests.
When responding to a request, we use can /can’t to say
what soraeone is (not) permitted to do because of the
circurnstances.

Must / mustn’tis a stronger way of telling someone
that they can or can’t do something, generally because
there is a rule oy Jaw which requires or forbids it.

Identifying and checking special needs

We can use a Passive form when we want to check that
arrangements have been made.

Present Passive

We can use the Present Stimple to talk about a
timetabled event.

Everythingis set up for the guests.
= subject + Present Simple of be + past participle

Note that the past participle of many verbs is the same
as the Past Simple form,

infinitive Past Simple past participle
call called called
buy bought bought

However, some verbs have a different past participle
form, which must be learned.

give gave given
We can use the Passive in other tenses.
Present Continuous Passive

The hotel is being upgraded.

= subject + Present Simple of be + -ing form + past
participle

Past Passive

Anew extension was added last year.

= subject + Past Simple of be + past participle
Present Perfect Passive

The whole entrance has been adapted.
= subject + Present Perfect of be + past participle
need + to be + past participle

To talk about changes that are necessary we can use
need. The most common way to do this is by using need
+1o be.

We need to be accommodated in ground floor rooms.
= subject + Present Simple of need + to be + past
participle
need + -ing form
need + -ing form is more informal,

The bar needs upgrading.
= subject + Present Simple of need + -ing form

The forms need + to be and need + -ing form have a
similar meaning when we talk about work that is
necessary.

The bar needs to be upgraded.

The bar needs upgrading.

However, when we talk about people, we generally use
need + to be.

N OT Wereed-aecorinodating-ingrotnafloorrooms.

Need can also be used in other tenses.
The group will need to come through reception.



Grammar reference 127

11 Describing dimensions, capacity,  Thereis(’s)/ Thereare

and facilities

Describing dimensions, capacity, and
facilities

We talk about dimensions in the following ways.
Present Simple of measure

The room measures 30 metres by 15 metres.

Noun + be

The dimensions of the room are 30 metres by 15 metres.
To talk about capacity, we use the following.

aan

Can + infinitive without to is used to talk about many
things but, when combined with the verb seat, refers
specifically to the capacity of a room or other space.

The room can seat over 500 people.

Prepositions such as over and up to are frequently used
when describing capacity.

Noun + have / has a capacity of

Both rooms have a capacity of up to 500 people.

To talk about facilities we use the following forms.
Present Passive

We can use the Present Passive of the verb equip + with.
The room is equipped with a projector.

= subject + Present Simple of be + past participle
Present Simple of contain

The room contains audic-visual equipment and a flip
chart.

can

We use can +infinitive without to to talk about
facilities when combined with a personal pronoun and
a verb such as provide or offer.

We can provide a lamination service.

have / has got

The room has got videoconferencing facilities.
We have got a digital projector.

There’s a laptop in each room.

12 Responding to problems

When responding to problems, we often use will or can
+ infinitive without to to tell someone what we are
going to do.

I'll ask the engineer to look at your air-conditioning unit.

Ican ask the housekeeper to dry-clean your coat.
get

Another common way to talk about helping someone
is to use get. This is a very common verb in English, and
has several different meanings. Itisfound in many
phrasal verbs, e.g. get out, as well as in expressions
such as get into bed. Some meanings are used more in
speech, e.g.

get + anidea or joke = understand - I don't get it. Can
you explain it again?

However, there are many other meanings of get that
can be used in both written and spoken English.

have got = have - Have you got any luggage?
get (+ noun) = receive —I didn’t get the message.

get to (+ noun) = arrive at / in - got to the airport just in
time.

get (+ adjective) = become - It’s getting very warm.
get (+ noun) = obtain or buy - It’s cold. ['ll get an extra
blanket.

When responding to problems, it often means ‘obtain’.

To make it clear that we are doing something for
another person, we generally add for + pronoun or
noun.

I'll get an extra blanket for you.

I'll get some aspirin for your wife.

Note that another very common way of saying this is
for the person, e.g. you, to follow get.

I'll get you an extra blanket.

I'll get your wife some aspirin.
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get + object + infinitive with to

We use this structure when we promise to ask another
person to help in some way.

I'll get maintenance to look at the heating in your room.
I'll get the porter to help you.

I'll get the housekeeper to give you a blanket.
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Unit 1 Listening
e ———— -
Greeting and introducing

1
Hello, Peter —it's great to see you again.
Welcome to Allanta. How was your flight?

2

Hello, and thank you for joining us tonight.
My name’s Praphat and this is my colleague,
Amphai. We'll be looking after youon
tonight'’s excursion.

3

Good evening, My Ellman. Is everything to
your satisfaction? Can I get you some more
wine?

4

May ! introduce myself> My name is Chie
Mashida and !'m the manager.1d like to
introduce you to the people who are going to
be looking after you during the conference,
This is Masako...

5

A Hi1t's Johann,isn’t it? Glad you could
make it. How are you, doing?

B Good, yeah.You?

A Not bad. Have you met Lucy? She
organized this reception.

6

Ladies and gentlemen, on behalf of Paradise
Cruises, we'd like to welcome you all on
board. We're pleased to offer you a
complimentary glass of champagne.

7
You must be Ms Holweger. Welcorae to
Copenhagen. Let me take your bag for you.

8
Welcome back, Dr Allegretti. Nice to see you
again We've put you in your usual room.

Unit 1 Listening
==—— - = %
Car hire dialogue

E= Employece, C = Customer

E Good afternoon, sir.Canlhelp you?

C Yes, hello. We pre-bonked a car and we've

come to pick it up.

Certainly What's your name?

Jacobson.

OK., was it an online booking?

Yes, we booked 1t from the UK.

Right. Here we are. You booked the four-

door economy manual with air-

conditioning?

That'sright. .

E We'vegola speci_al cffer at the moment.
Would you like to upgrade tothe compact

o MmO

2}

four-doorfor just an extraten rand a day?

C No, tharks. There’s just the three of us.1
think we'll be OK 1n the economy.

E OK.Ijust needtocheck a few things.

You're going to drop off here in ten days'’

time.Is that correct?

Correct.On the 21st of August.

Can you confirm your age?

I'm26.

And you.'ve decided to stay with the four-

door economy manual with air-

conditicning?

Yes.

E Inotice you've only booked the coHision
damage waiver and the third-party
liability. Do you want to take out any
additional insurance cover?

C Idid think about the windscreen cover,

but I decided against it.

OK. Do you want to book any extras?

[thought we'd booked the baby seat?

It's not here, but that's no problem, sir. We

can easily add it. How o)d is the little one?

She's two.

Right, I'll add that to the invoice. Is there

anything else you require?

No, that’s everything, thank you.

OK, could you just sign here?

Here? OK.

How will you be paying the baJance?

By credit card. Here you are.

Thank you... Right, MrJacobson, here's

the key. This is my colleague, Evan. He'll

bring tt.e car round for you and show you
the basics. And we'll see you in ten days’
time Have a great trip.

Thank you.

el el

()

m Mo

M
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n

Unit 1 Pronunciation

1 Chrysler S Mercedes
2 Citroén 6 Opel

3 Ford 7 Renault
4 Hyunda 8 Toyota

Unit 2 Listening

Registration procedures

R = Receptionist, G = Guest

a

R Good evenjng, Ms Meier.How nice to see
you again.

G Good evening. [t’s nice to be back, even il
it's for work

R Well,1f we didn’thaveajobtogoto... I'm
afraid your usual rooma isn't free, Ms
Meier. But I can put youn 615. That’s on
the next floor and has the same
view. Would thatbe all right?

Listening scripts

Yes, of course.

Good evening, sit. How can we help you?
Do you have a double room for tonight?
Just one morent and I'll check
availability. Would that be a non-smoking
room, sir?

Preferably.

And just for the one night?

Yes, just for tonight.

Yes, we can do that.Could I see some

identification, please?

cl

R Good evening, sir How canThelp you?

G lhave areservationin my name Scott.
George Scott.

R MrScott. Let me see ... Yes here youare. A
twin-bedded roorn, non-smoking, three
nights.

G That's right,

R Couldljustsee some jdentification,

please, Mr Scott ...

Mmoo

OO

c2

R Good evening, sir. How can | help you?

G |have areservation in my name Scoti.
George Scott.

R MrScott.Letmesee... Yes, here youare. A

twin-bedded room, non-smoking, three

nights

That's nglt.

Could!just see some identification,

please, Mr Scott?

Here you are.

OK. And will you be using the garage?

No.

Whll you be paying by credit card?

Yes. American Express.

Couwld I just have your card amoment,

please, to swipe it?

Yes, of course. Here you are.

QK. Andif you could just sign here on the

registration card? Good. And this is your

key card. Remeraber not to keep them

together for security. Ehm, breakfast is

from six-thirty to nine-thirty. The

breakfast room is in the basement. Er, the

restaurant is here on the ground floor. The

hfts are overthere next to the concierge’s

desk. Welcome to the Monumental.

G Thank you.

R Notat al.Have a nice stay

< QO

DOARAOTO
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Unit 2 Pronunciation

== St = Y |
1 Good evening, sir. How can [ help you?

2 CouldIjust see some 1dentification,
please, Mr Scott?

And will you be using the garage?

Will you be paying by credit card?

Could I just have your card a moment,
please, to swipe 1t7

oW

vl
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6 Andif you could just sign here onthe
Tegistration card?
7 And this is your key card

Unit 2 Language spot
e e
Where things are

G = Guest, R = Receptionist

1

G Could you tell me where the hairdresser’s
15?

R Certamnly, madam.it’s in the basernent
between the newsagent’s and Meeting
rooml.

G Thank you.

R You're welcome,

2

G Excuse me.Is there a gift shop here?

R Yes, sir.1t’s in the basement opposite the
hairdresser’s

3

G Excuse me.Where’s Meeting room 17

R Inthe basement at the end of the corridor,
madam.

Unit 2 Listening
e —————
The staff structure of hotels

1 = Interviewer, R = Roberta

I Roberta, can you tell us a little about the
staffing at the Concordia?

R Wel), the Hotel Concordia’s part of aJarger

group so we've got the same structure as

the other hotels in the chain.It'sa

medium-sized hotel, and it’s divided into

three departments — front office,

housekeeping, and food and beverages.

Food and beverages covers the restaurant,

bar, cafeteria, and the kitchen. In the

kitchen we've got a head chef, Giovannj,

and three junior chefs. There are two

kitchen assistants, as well. Then for the

restaurant and bars, we have a head

walter and six waiters

What about housekeeping?

R That's divided into maintenance and
rooms. At the moment, there’s one person
m maintenance. Enrico, and on rooms
there's the head housekeeper, Catlotta,
and herteam. She’s got five housekeepers
working for her right now, though in the
high season we usually contract two
more,

1 Youuse the term housekeeper.Is that the
same as chambermard?

R Yes,and in the past housekeepers were
usually called charnbermaids. But we

—t

prefet housekeeper. We're talking about
trained professionals here, and the 1dea of
amaid sounds more like a servant than a
paid professional,
I What aboul the reception? Or should 1say
front office?
R Tor the ordinary client,1it’s the reception,
obviously. But for us in the hotel trade, 1t’s
the front office. Now, here at the Hotel
Concordia, the front office 1s run by Luigi,
the Front Office Manager. He's got six
receptionists working under him, and
Silvio, the concierge.
The concierge? What does he do?
R Aswell as carrying bags to guests’rooms,
a conclerge runs information services for
the guests,or he gets them tickets for
shows, for the theatre, he takes messages
... things hke that.
And Silvio does all this?
R Yes, he does. And he does it very well.
Betier stil, if we are very busy. he also acts
as an extra receptionist.
Roberta, thanks for your time.
R Not atall.

-

—

Unit 3 Listening
[ == |
Tourist information

1

A Good morning. You're through to the rail
information line. This is Wayne speaking.
How can I help you?

B Hello, I'd like to find out about availability
for a trip to Manchester tomorrow

A Certainly, madam. What time will you be

travelling?

Ayound nine in the morning.

Fine, how many in the party?

Two aduits and one child.

OK, I'l} just check foryou. ..

>N > wW>w

Of course, madam. The raaps are down
there to your left, on the shelf next to the
guidebocks.

Oh, yes. Thank you.

You're welcome. Is there anything else 1
can help you with?

No, that’s al), thank you.

» W

Do you need any help?

We were just looking for sorne
information on places to eat in the
evening,'where we can take the kids.
Isee. How old are they?

Two and jour.

Have aJook through this guidebook.
They've got a list of places with different
facilities, including high chaws and so on.
B Mro. Thanks.

[ IS ]

» w P

A If youneed any more information, 'll be
overat the desk

4
... forinformation on our Book-a-bed-
ahead service, please press 4 tospeak toan
assistant.

A Hello. My name’s Susan. Can I have your

narve, please?

Koller, Kristina Koller.

Hello, Kristina. What destination are you

looking for?

Edinburgh.

OK.What night?

Next Tuesday

That's the 15th. And how many nights?

Just one - a single room.

OK, anc do you have a price range in mind?

Nothing too expensive, but [ would like

en suite

A OK, Kristina. We have several options
comingup...

S

Welcome to the Tate Gallery information

line_For inforrmation aboul Tate Britain,

press 1. For information about Tate Modern,

press 2. For information about Tate Liverpool,

press 3. For information about Tate St [ves,

press 4. To book tickets for special

exhibitions, press zero to be transferred to an

assistant. Up-to-date information is

available on our website at www.tate.org.uk.

» w

@ > Wy oW

Unit 3 Listening
e _——— — — — — =]
Howdolgetto...?

a

When you come out of the Informanon
Centre, turn nghtand go down the High
Street. Walk on through the Markez Place
until you come to a fork in the road. If you
take the right-hand fork and go along Queen
Street, you’ll go past sore nice antique shops
and a small art gallery and eventuzlly you'll
come to a green hill. Head up the hill past the
rannon and you're there. There are some
Jovely views along the coastline.

b

The best way is to cut through Church Street
- it’sjust overthere to the right; can you see
it? 1f you turn right at the end of Church
Street, you'll go past a lovely little green and
you'll see the lighthouse - you can’: miss it.
Just walk towards the lighthouse and then
the seafront is just ahead of you. When you
get to the seafront, turn left, and you can
either walk along the beach or the cliff. You'l]
seettin the distance sticking out to sea. It
shouldn't take you any longer than fifteen
minutes.
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1 comeoutof

2 walkon

3 headup

4 turnright out of
S turnleftat

Unit 4 Listening
(==
Arep for all seasons

Exercise 2

1

Hi.I'mJason. My job means that I have to
look after people of all ages. Obviously I1ook
after famulies, but I also take care of small
groups of men or women on holiday You
have to be 2 people person to do this type of
work.

2

My name’s Luke McClure, and my job is to
make sure that groups of men and women
aged between 18 and 35 have the time of
theirlife on holiday. There are loads of
different names for what 1do —it depends on
the tour company. Right now 'ma Ciub
18-30rep.

3

Hi.I'm Katerina Mattheoudakis. I'm the
person that takes holidaymakers to and from
the airport. Actually, it's a very important job
because normally I'm the first person they
see. [ represent the tour operator soI've
always got to be friendly and approachable.
During the coach trips to the resorts ...

4

I'm Anne Marie. Wha: I do is very similar to
being 2 family rep, except that we are always
outside, even in the rzin. Apart from the
usual reps’ duties, I'm responsible for
montage — that’s French for putting up tents
- and de-montage - French for - surprise! -
taking them down again.

Exercise 3

Jason

The main duties of a family rep? Well,
obviously the first thing is transfers to and
from the airport. And on the first morning I
run a Welcome meeting where I tell people
about the hotel and the area.l also try to sell
excursions then, because I get commission
on themif1do. 1 guide excursions - not all of
the ones I se)], but two or three each week.
Let'ssee ... Icheck the accommodation and
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do any safety checks, as well. And I have to be
ready 24/7 to answer the customers’ queries
and solve their problerns.

Luke

Asaclubrep my main responsibilities are
answenr.g customers’ queries and doing the
Welcome meeting. That’s a great chance for
reps to sell events and things like T-shirts,
hats, sunglasses. I suppose the thing I'like
most is 0rganijzing entertainment. We do
pool parties, themed party nights, we take
customers to discos —and we make sure they
all come nome! There's bar crawls ... Of
course, ] do transfers. Not much fun. And
then there’s what I like least, which is
cabaret.l don’t mind the singing. But some of
the games ... Well, it wouldn’t be my choice.

Unit 4 Listening
L e =
Welcome to paradise!

OK, everybody. There’s one thing left on this
morning’s agenda - the welcome meeting,
which the resort’s reps do in pairs. Now [
know that this isn't so important for you
people as transfer reps because this year you
won't be doing this. But you will be helping
the resort reps from time to time, so please
dolisten

OK, solet’s imagine we've just dropped off
the last of the new arrivals. So, goback to the
main hotel and find the resort manager - for
those of you going out to Crete, that's me of
course. Hi! It's really important to do this as
there may have been last-minute changes in
the meeting arrangements.

After finding the resort manager, go to the
meeting roorm and make sure the
complirrentary drinks are ready. Also check
you have the right paperwork with you.
You'd be surprised how easy it is to start a
meeting and then realize you've got the
WTONgE notes.

As people start arriving, greet thera with a
friendly smile and welcome them to the
meeting. This should last around 25 minutes
—certainly no longer — and should be
informative and jnteresting. Your
personality has to come through strongly
here.Remember, they’ll be tired, so if you're
not good, they’ll lose interest quickly.

Start by zalking about the hotels. Next, talk a
bit about the resort and the area, the places
to go, and so0 on. Once you've got them
interested in getting out of the swimming
pool, tell them about the excursions.
Encourage people to bock as many
excursions as possible because this is where

you earn commission. We'll be looking at
sales techniques tomorrow morning.

OK, bring the meeting to a close, take any
spontaneous bookings for excursions, and
then stay for a while to see if anybody has
any questions. Relax now, and sacialize
briefly. The more people get to know you, the
better you can do your job. The better you do
your job, the happier] am

Unit 4 Pronunciation
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1 arrangements 6 excurs:ons
2 arrivals 7 facilities
3 changes 8 notes

4 customers 9 places

5 drinks

Unit 5 Listening
[hem—— = T e T

Our national dish

1

Ithink it's great to see Japanese restaurants
opening all over the world. 1 really love our
food, especially sushi, which is cur national
dish. And1also really like sashimi — which is
just raw fish. That’s fantastic, too

2

The problem with curry is that it1sn't reatly
{ndian. At least, what a lot of non-Indians
understand by the word curry isn't really
much like what we eat in our homes in India.
Andtoalot of people, the word curry means
something hot and spicy, but a lot of Indian
dishes are very mild, and use yogurt or cream.

3

There are so many dishes here that it’s hard
to say what our national dish is. But the basic
food of ordinary Mexicans s tortiilas, We eat
them with a meal like bread. They're used in
lots of typical dishes - baked for enchiladas,
fried for tacos, or grilled for quesadillas.

Unit 5 Pronunciation
—_—_————————

Exercise 1

sea sort spot
Exercise 2

1 cheese 6 meat

2 courgette 7 olive

3 course 8 oranges
4 cream 9 pork

S lobster 10 prawns



132 Listening scripts

Unit 5 Listening
== e —————
Describing dishes

1

A Areyouready toorder?

B Almost, but can you tell me what a Wiener
schnitzel is?

A Wiener schnitzel. It's meat. It’s a kind of
beef —a slice of young beef ... 1 think you
say‘veal'

B Oh,it’s veal!

A Yes, veal The meat is covered in
breadcrumbs and then fried in butter.
Sometimes the breadcrumbs are seasoned
with black pepper.

B Does it come with anything? Any
vegetables?

A Yes.Schnitzel is served with potato sajad
and a slice of lemon If you want, you can
also have roast potatoss, French fries, or
rce.

B Hmm. Sounds nice. And whatis...

N

A Helloagain. Have you had a chance to look
at the menu?

B Yes, but there are things we don't
understand.

A That's no problem. 1"l try to explain them.

OK, can you tell us what tagines are?

A Yes, that's meat —normally it’s chicken or
beef—and it's cooked with potatoes,
carrots, and perhaps sore other
vegetables. It's a type of stew. Tagines are
the pots that it's cooked in.

B Mm, that sounds OK. And harira?

A Harira is a bit like torato soup, but it's got
other vegetablesin it, too.

B My, that would be nice as a starter. And
the salade Marocaine?

A Asalade Marocaine is normally made of
chopped tomatoes, onions, green pappers,
and cucumber. But here we also add
boiled potatoes and olives. It's very nice.

B OK.Can we have another five minutes
while we choose?

A Yes,of course. There’s no hurry.

=<}
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How to deal with complaints

H = Head waiter, A, B, C, D = trainee waiters

H OK, everybody. Let’s talk about complaints
and how we're going to deal with them. Of
course, most importar.t of all is to accept
them.Complaints are a way of getting
better, so be positive. Secondly, most
complaints are about things that are easy
todo something about. And for thereally
difficult complaints, you've got me. So, put

yourselves in the situation. You've got a
customer complaining. What's the first
step?

A Let the customer speak.

H Good. That’s right. Listen, without
interrupting. And show the customer that
you're listening. What's next?

A Apologize.

H Good Apologize. For example?

B Say I'msorry ot I'mvery sorry.

H And apologize with care in your voice. Feel
1t. Feel sorry. Now, the third stage. What
about questions?

C We only ask relevant questions, and we
shouldn’t ask too many questions.

H Well, you have been doing your
homework. Great. But there is one
essential time to ask questions.

D If we're not clear about what the customer
wants us to do, we ask questions to make
sure we understand completely.

H Well donz. Now, the last thing. What
about giving the customer a solution to
the problem? Let’s see ... let's say the
cutlery is dirty.

B We say something like I'm very sorry. I'll
change it right away

H Orthey asked for water and you forgot
aboutijt?

C I'mvery sorry I'll get it right away. I do
apologize.

H Excellent.Icansee we're gomg to have 2
great summmer together.

Unit 6 Listening
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Local people and rural tourism

1

[love my job because | can work here in my
village. We used to come and play around
this church when I was a little girl, but I
never thought that 1 would one day be the
guide. ! studied in Heraklion and got my
diploma in tourism. And then the town
council decided they needed a guide because
the church is important, even though it is
small. So now I'mliving and working in the
village 1 was born in. [ love that.

2

Rural tourism is a good opportunity for this
part of Thailand. Visilors to Umphang can
see the way of life of the local hill people.
These people - the Karen hill tribe ~ keep
elephants as a means of transportation and
they live very close to nature. And there are
other activities for rural tourism like
trekking, rafting, and nature-watching. All
these activities help to make this a potential
area for ecotourism

3

Rural tourism has given new life to an old
industry here in Tamil Nadu. In the past in
this part of India, people made many things
from the banana tree.

Alot of our traditional foods are made from
banana. And we make baskets from fihre
that we make fror the banana tree leaves.
My mother and grandmother made baskets,
and now am learning to do it too.

Unit 6 Listening
-
Checking in at a campsite

1
R = Receptionist, M = Mrs Crowshaw

R Hello. Can [help you?

M Yes, we booked a place online. The name's
Crowshaw.

R Crowshaw.let me just get yourfile. .. Here
you are. Two adults, two children, two
weeks. And it's one pitch for a motorhome,
and a second pitch for a family tent

M Two pitches, that's right. Butit'’s not a
famnily tent.It's a small tent - for the
children,

R Oh.I'll just change it. There you are.One
motorhorne, and one small tent. Now
could you give me your passport for a
moment?

M Of course. Here you are

R Will you be using an electric hook-up?

M Yes.

R Do you want that on both pitches?

M No, only on the motorhome pitch.

R OK.Could you just sign here, please? OK.
This is for you. It's your registration card.
Canyou hang it over the door of the tent,
please? You're in Zone Bin pitches thirty-
fourand thirty-five ...

= Tourist, R = Receptionist

Hello. Are you full?

We've got sore space until Fniday. What
were you looking for?

There are four of us. We've got tents.

Are they family tents?

No, no. They're small tents. They're
mountain tents,

R Andis that four tents?

T No.Only two.

OK.So that’s two small tents until Friday.
That’s four nights.I'll put you all on one
pitch to save you money.

Oh, good.

Have you got a car?

No, we've got bikes

Motorbikes?

No, they're normal bikes. You know, pedal
bikes.
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R Goodness! [sn’t it a bit hot for cycling?

T Notinthe morning.

R Butinthe afternoon...?

T Inthe afternoon, we go to the swimming
pool. Do you have a swimming pool?

R Yes, of course. We'vegot ...

Unit 6 Pronunciation
e e 1

Exercise 1

R Here you are. Two adults, two children,
two weeks. And it's one pitch for a
motorhome, and a second pitch fora
family tent.

M Two pitches, that’s right. But it’s not a
family tent. It's a small tent ~ for the
children.

R Oh I'lljust changeit. There you are.One
motorhome, and one small tent.

Exercise 3

T There are four of us. We've got tents,
R Arethey family tents?

T No.no.They’ve smalltents. They're
mouritain tents.

And is that four tents?

No. Only two.

Have you gota can?

No, we've got brkes.

Motorbikes?

No, they're normal bikes. You know, pedal
bikes

-1 x = o -0
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CEemee | e
Forecasting the weather

A Excuse me, but do you know what the
weather will be like tomorrow?

B Weil,!think it'll be like today ... Clearand
bright in the morning, lots of sunshine,
and then getting cloudy again in the
afternoon. But I think we’ll see a few
thundery storms tomorrow afternoon. It’s
very humid at the moment.

A Thundery?

B Youknow ... Bangand crash. Clouds
making a noise.

& Oh,Donnerschlag. Wl it stay like that all
week?

B No,Idon't think so. Tney said it's going to
rain on Thursday. And it’s going to get a bit
colder so that wil) stop the storms.

A Oh. Rain.

B Don't worry. There’s lots to do here even
when 1t rains. Have you been to the mine
rayseurnor .7

Unit 7 Pronunciation
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1 coasl 6 Shakespeare
2 home 7 Shakespeare
3 lake 8 stadum

4 parade 9 stately

5 Rome 10 theatre

Unit 7 Listening
—_————————
Describing a festival

Good morming, everyone. Welcome to Venice.
My name is Carlotta and I'll be your gmde for
this weekend when we see the Festa del
Redentore, the Festival of the Redeemer, the
high point of the Venice summer, with its
spectacular firework display

Before ] start: can you all hear e at the
back? Good. OK, let me start by telling you a
little about the history of the festival.

From 1575 {2 77, as you may know, Venice was
hit by a devastating plague. It killed maore
than a third of the city’s inhabitants. In 1576,
the city’s leader, the Doge, promised to build
achurch dedicated to the Redeemer, in
return for help in ending the plague. On July
13th,1577, the plague was declared over, and
work began to build the church. It was also
decided that Venice would forever give
thanks on the third Sunday of July.

Now, moving on to the festival itse}f. What
happens is this: from early on the Saturday,
boats are decorated with flowers, lanterns,
and balloons. 5t Mark’s lagoon fills with as
many as two thousand boats. You'll see their
occupants sating and drinking as they wait
for the tracitional spectaculardisplay of
fireworks. By the way, if you're wondering
about dinner on Saturday evening, you can
make arrangements with the hotel for
dinneron a boat. At around 11.30 p.m., the
display begins. You'll see fireworks
illuminating the silhouetted spires, domes,
and bell towers of the city.

On Sunday, you'll see a pontoon of decorated
gondolas and other boats strung across the
Giudecca canal. This is to allow the faithful to
walk to the church of the Redentore. The
climax of the festival, and the most signsficant
partif you zemeraber what I said about the
history of the festival, is the mass held in the
presence o: the Patriarch of Venice. This is a
reminder that the Festa has a serious side.

Oh, one thing 1 forgot to mention is that the
traditional food for Saturday night is roast
duck, watermelon, and of course wine. 50,
that’s the Festa del Redentore. As you cansee,
it'’s a wonderful event. OK, are there any
guestions?
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Unit 8 Listening
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From tour guide to tour
manager

['ve always been interested in tounsm, so
when I left school, 1took a Coach Tour Guide
Course at college. This is a pretty thorough
course and, in fact, people come from all over
Europe to study on it because the
quatlification you get is accepted in many
other European countries.

Cornpetition for the vacancies is tough -
didn’t get the job] wanted right away. Then 1
saw an ad for a cornpany offering 18 1o 35
coach tours of Europe, and applied. [ didn’t
actually need my qualification to apply, but
you had to have experience of travelling in
Europe.1'd been around France, Gexrmany,
Jtaly, and the Czech Republic in the holidays
and I think this went in my favour.

My first year was as Tour Guide, working
under a Tour Manager. This year I'm a Tour
Manager, which means I'm in charge of a
Tour Guide, a driver, and a coach of up to 50
holidaymakers on a fourteen-day tour of
Europe.

We do everything, including providing a
commentary, organizing excursions and
parties, and checking everybody in and out
of the pre-booked accommodation along the
way.1t’s great fun, but it's most definitely
hard work - it’s never a holiday for us!

Unit 8 Listening
R P =
Practicalities on tour

a

S =Sarah, R = Receptionist

S Hij, this is Sarah, the guide from Galloway
Tours.¥'m just checking you got my
ressage about the later arrival tonight.

R Letmesee... yes, you're not getting in
until 9.00 p.m.—is that correct?

S Yes,and did you get the message about
thelate dinner as well?

R Yes, we've booked you a supper for 3.30in
thebar.

S Great. WhileI've got you, canl just check

something else? There's some confusion

on the rooming list. Exm, in the printout

1've got Mr and Mrs Sandford in separate

rooms, but it should be a double.

Did you say Mx and Mrs Sandford?

Yeah.

OXK ... No,we’ve got them {or a double.

Oh good, and will that have a double bed

or twins?

i nx
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R Adouble bed.
S Thank you very much.
R You're welcome,

b

Welcome, everybady. Can you all hear me
OK? Yes? Good. Let me start by introducing
myself -my name's Sarah and I'll be looking
after you today. Your driver today is Ken.
We're going to be on tha coach quite a lot
{oday because we're taking a scenic route
through the countryside, so I hope you're all
cornforiable.1s the temperature OK? Good.
We will be stopping for lunch in a very nice
hilltop restaurant, and after a visit to the
castle in the afternoon, we should arrive at
tonight's hotel around 8.00 pm.

1'1l be telling you a little bit about the
countryside and sorme of the places we pass,
but for the moment, just sit back and relax.
Once we're under way, I'll be passing
through the coach, so if you have any
questions about the day, please ask me,

c
If you look to your lefl 1n 3 moment, you'll see
the top of Ben Nevis, which is the highest
mountain in the British Isles, at a height of
1,344 metres. ]t's cold at the top! Now, one of
the ladies was asking me about the Scottish
kilt, so I'l] tell you something about this
traditional dress, which is of course still
worn by many men today...

a

Hi, this is Sarah again. There's another
problern. The first driver's over his hours, so
we're going 1o have to take a two-hour break
untilthe relief driver can get here.ls that OK?
It's a nice place with some good shops, soi
don’t think the passengers mind. I'm
assuming it'll be all right to get them each a
complimentary drink. If that's a problen, call
me back on the mobile Thanks.

e

OK, thank you for lister.ang.l hope you've
enjoyed the first part of the {ouy. We're going
to take a break here You'li find a café and
toilets in the buildings over to the left of the
coach. Please be back on the coach in thirty
minutes'time —that’s at, er, eleven o'clock
Did you all get that? Eleven o'clock. The coach
departsat 11.05 precisely in order to meet
our train connection. There'll be alot of
coaches parked here, sc make sure you know
which one is otirs — we're displaying the
number 64, OK? Now, please be careful as
you get off, the steps are rather steep, and the
road outside is a bt slip pery. Thank you.

Unit 8 Listening
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Problems on tour

G =Guide, P = Mys Parsons

G OK.ladies and gentlemen.'m very sorry
about this, but as you can see we have a bit
of a problem. Lel me explain the situation.
Unfortunately the coach has broken down
and we re going to have to wait for a relief
coach. Now, please keep calm. There’s
nothing to worry about as the company
assure me the relief coach will be here in
less than an hour. | know it’s very hot on
the coach. So this is what we're going to
do: we're going to leave the coach and go
up the bank tarest in the shade of the
trees up on your left. But we have to be
very careful as we're on a busy motorway.
Um, the driver will lead you up the bank.}
hope that's clear? So starting from the
front ... oh, yes, and leave your bags on the
coach, just take your valuables and any
water if you have any . Ohdear what's
the matter?

P I'mnotsure tcan climb up that bank. I've
gotabadleg.

G OK. please don't worry, Mrs Parsons. Just
sit here fora while We'll let the others off
first.

P ButIreallydon't thinkIcan get up there.

G Iknow,lundéerstand. Um.I'l]l tell you what
we'll dc. When everyone else is off you can
stay on the coach and sit at the front -
with the door open, you'll be cool. Would
you prefer that?

P Oh.yesdear, that would be lovely.

G OK.Now just wait here and try (o relax.
Here are some tissues. I'll get some water
for you.

P Thank you so much.

Unit 8 Pronunciation
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Exercisel

1 a I'msorry about this.

I'm really sorry about this.

There's nothing to wortry aboul.
There’s really nothing to worry about.
That sounds terrible.

That sounds really terrible.

1do apologize

1really do apologize.

w
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Exercise 2

1 a l'mreally sorry about this.
b ['mreally sorry about this

2 a There'sreally nothing to worry about
b Therz's really nothing lo worry about.

3 a That sounds really (errible
b That sounds really temble
4 a Ireallydoapologize
b lreally do apologize

Unit 9 Pronunciation
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Exercise 1

scuba diving sporis
skating swimming
Exercise 2

kids practised
adult went

Unit 9 Listening
-
Making a water ball

OK. Are you all listening? Have you all got
your balloons? Has everybody got a pair of
scissors? Yes? So, blow up one of the balloons
to stretchit alittle, Give it a good stretch
That’s it. Good. Now, once you've stretched
the balloon, fill it with waterand tie aknot
When you tie the knot, try ta make the shape
of the balloon as round as possible. Do you
see what | mean? Look at mine.Can1help
you, Pedro? OK, that’s good. Now get the
scissors and cut the tail of the bal:oon. That's
right. Cut the tail. Good

Now get another balloon, blow itup, let the
air out, and when you've let the air out, place
the first balloon inside it. Work in twos and
help each other, One of you hold the second
ballocn as opern as possible, and tae other
one put the first balloon inside. That’s it.
Lovely. OK.So, now, cut the tail of the second
balioon. No, there’s no need to tiet this time,
Have you all done that? Yes? OK. So now do
this again and again until you've used up ali
the balloons. Who needs help? Marianne,
Pierre ~ you OK?

When you've finished, what you've gotisa
ball that bounces and that's really good for
practising juggling. if you drop it, it bounces
back and you don’t have to hend aver to pick
ttup.

Unit 9 Listening

= e
Getting the job

0 = Interviewer, | = Ineke

Q Ineke, what attracted you to the job of
entertainment worker?
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I Well,}wanted to practise what I'd been
studying at university, especially my
foreign languages. And | wanted to earn a
bit of oney.

Q And what was it like in Bali?

I Itwas a fantastic experience. At first [ was
a bit nervous because it was the first timel
was going to be so far away from homne for
such along time ... But everything worked
out fine.

Q How did you find the job?

I 1put myCVonaweb page for jobs in
tourism, and an agency in Holland
emailed me with tha job in Bali.

Q There was an initial selection process.
What was that like?

I Well, we had a perscnal interview in
Roftterdam and a series of tests — how you
did with a microphone, what sort of
nitiative you had, what sort of person you
were ... And then a’ter the interview they
asked me to go to the training sessions.

Q There was specific training for the job?

[ Yes.They showed us everything we were
goingtodo ... how to organize garmes,
how to keep groups under control, how to
use a microphore.

Q Really?

I Yes how to hold the microphone, the tone
of voice you use, how you had to stand on
stage ... because most of us were
beginners. We'd never held a microphone.

Q Sothe training was good.

I Itwas tough,butitwas excellent.

Q And did youlike the job?

I iloved it. The almosphere, the way my
colleagues were always there to help, the
hotel . 1lovedit. And they had
everything organized. It was hard to come
home, in fact.

Unit 10 Listening
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Special requests

1 A Ineedanew baltery for my camera.
Can we stop at a shop before we get to
the shoot?

B That shouldn't be a problem. ¥'l} just
check with the driver,

2 A Canwe take some of these plants back
with us?

B Sorry,youcan't. They're a protected
species: you mustn't remove them from
their natural habitat

3 A Isaidnotothe tripdown the diamond
mine, but I've changed my ming.Canl
join it?

B Of course. No problem. I'll add your
nare to the list straightaway.

4 A Wouldit be OK to take some pictures
inside the cathedral?

B Idon'tsee why not. There might be a
problem if there’s a service on - and you
may need to pay something. I'll ask
when we goin.

5 A I'venoticed there’s an extra wine-
tasting course next weekend. [s there
any chance of me extending my
holiday and staying on for it?

B I'mnot sure. We may possibly be able to
make arrangernents. I'll have to eheck
with my head office.

Unit 10 Pronunciation
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Exercise 2

1 carparx 7 hearing aid
2 guidedog 8 light switch
3 doorway 9 signlanguage
4 footpath 10 walkway

5 hand-raijl 11 welcome talk
6 healthspa 12 wheelchair

Exercise 3

1 specially adapted
2 purposa-built

3 hearing impared
4 remote control

Unit 10 Listening
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Disability access
M = Michael, ) =Jane

M Hatton Hall Hotel, Michael speaking. How
can [ help you?

1 Hij, thisis Jane Wicks.I'm the guide
bringing the Access for All adventure
group at the weekend. I'm just calling to
check a few things.

M Oh, yes.]think everything's set up for them.

J That’s good.1 just need to run through a
few things. We've got three wheelchair
users, but all the group - that's ten in all -
have mobility difficulties of some sont, so
we need to be accommodated in ground-
foor rooms. Is that going to be OK?

M Yes, no problem. All the ground-floor
rooms have recently been adapted to
allow for wheelchair use. They've got wide
doors, automatic opening, and low-level
switches.

] Great. Are the other facilities all OK for the
group?

M Yes, most)y. Toilets and all the signage
conform to regulations, The bar on the top
floor still needs upgrading, because the lift
doesn’t go that far. But there’s 3 bar on the
ground floor and the restaurant has been
renovated, and we've got ramps and hand-
rals in all public areas —except the garden

that is:that still needs to be upgraded. Oh,
and another thing, we're making some
changes to the reception area at the
moment, so'm afraid the low-level
reception desk is out of action Is that
going to be a prablem?

J No,ldon't think 50.1'll be doing a group

check-in. But the group will need to come
through reception —is that OK?

M It's only the desk that's affected. The
whole entrance area has been adapted -
ramps and so on—so there's no need to
worry.

J Good,!think that's it. Now ['ve got to call
ahead to the activity centre to check
things there. Thanks for your help.

M Pleasure. See you at the weekend.

Unit 11 Listening
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The needs of the business
traveller

I = Interviewer, € = Carlos Lozano

1 What do business travellers look for most
n a travel company?

C Manly 1t's speed and efficiency, no fuss,

not to have to worry about the

arrangements. They want to be able to say

‘we want this’, and we do it. Ordinary

lourists, maybe they want to spend time

talking about the different possibilities —
it's part of the fun for them, but not
business travellers. They want to be able
to book last minute, and 24 hours a day -
and to make changes at the last minute -
and things like express check-in and use
of a businesslounge at airports. They also
want the personal touch. We allocate an
account manager to each of our clients
and they have all the client history at theiwr
fingertips, things like preferences an
window or aisle seats, type of hotel room,
meal options. We like to know our clients.

Yes, that must be important.

C Yes,and it means we can arrange

everything for them - flights, transfers,

hotel, car hire, meeting rooms.

Soit’s a kind of package.

C Notreally a package, more of a menu =~
'this is what we can offer— which services
do you want us to arrange for you”'

[ Asfaras hotel requirements go, what do
business travellers tend to look for?

C Assuming the basics of comfort,
cleaniiness, fast intermet access, and so on,
the number one is location - centre of
town, near to the airport, both of those if
possible.

] Business travel has an image of luxury
high costs, high expense accounts, and so
on.1s that true?

—

—
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C Certainly not. Businesses these days are
looking for value for rnoney Of course,
compared to regular tourists, they stil)
tend to use higher quality
accormmodation and upgraded travel,
particularly when entertaining important
clients. Forus it's a bit of balancing act -
providing excellent cuality and service,
but not charging too much. But we find
ways to go the extra mile.

'Go the extra mile”? What do you mean by
that?

Giving a little bit extra that will make
them appreciate us and justify why they
should use us rather than book direct over
the Internet. For example, ]'ve already
mentioned the personal touch, but we
also offer support services such as info
packs on the place they're going to -
simple fact sheets with practicalities of
time difference, climate, transport
services, visa and health requirements,
and so on. Also, we produce a mini ‘Culfure
Guide’, covering basics of social etiquette
and doing business with different
cultures. it's proved very popular,

That's very interesting. Thanks for tallong
tous, Carlos.

C You're welcome.

[

a)

—
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1 pear 4 beach
2 bear S Ben
3 peach 6 pen

Unit 12 Listening

e———————— e 5
Life in the front office

1=Interviewer, E = Erika

1 Enka,1sthere alot of routine to front office
wark?

Thereis if that's how you see [{. Of course,
all jobs have routines, and a receptionist is
no different, But if we spent all day
dealing with ernergencies, we wouldn't
last very long.

And what are your roufines?

E Checking guests in and out are the
obvious ones. Then there's allocating
parking spaces, controlling access to the
garage, taking bookings ...

Taking messages?

E Thatused (o be aroutine, but nowadays
everybody has mobiie phones,so we don't
get many messages.

What about questions? Do you get many
questions?

More than you'd think. Of course, we get
asked some questions again and again

tm

—

—

—

prl

What canwe see in the city? Can you
recommend a restaurant? But answering
questions is another chance to get to
know your guests.In fact, when you
monitor customer satisfaction, you often
see comments that indicate that by
making routine duties seem special, we
make our guests feel important.

I Are youresponsible for monitoring guest
satisfaction?

E Not directly, but each day while they're
checking out, we get four or five guests to
complete a short questionnaire. And
when guests have a problem, they come to
reception first.so we get first-hand
information about how the hotel is
working.

[ Isuppose thatdealing wilh problems is
the worst of your duties?

E Yesandno.Dealing with problems s yet
another chance to get to know your
guests. But if we don’t deal with them
well, that can lead to a complaint, whichs
a totally different thing.

Unit 12 Listening
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Common problems

R = Receptionist, G = Guest

Situation 1

R Reception Canlhelp you?

G Hi, thisis Room 418. I've just gotinto the
room and, well, Yasked for anon-smoking
room.

R Jusfone minute, please, You are in 4187

G That's right.

R 4181is a non-smoking room. madam.

G Well,I'm afraid that somebody’s been
smoking in here. It smells really strongly
of tobacco.

R Oh,i'muvery sorry about that. Would you
like to change rooms?

G Yes,Ithinkld preferthat.

R OK.I'll issue 2 new key right away and get
the porter to help you to change.

G Thanks very much.

R Not at all, madam. And [ apologize for the
inconvenience.

Situation 2

G HLIt's cold inmy room and [ can't get the
heating to come on.

R 1'm afraid there’s nothing i can do about it.
The heating's off in the whole building
unti October.

G Until October! You're not serious? The
weather forecast on TV said it would drop
to 6 degrees tomaght.

R Vll get the housekeeper to give you an
extra blanket.

G Well, ’'m grateful, but I don’t want to get
into bed yet.1 need to work. You know,
sitting at the table.

R Well, I'm sorry, but the only thing [ cando
is get you a blanket.

Unit 12 Pronunciation
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a Could you put me through to room
service, please?

b Have you any idea where I can zet a good
meal?

¢ Canyou tell me the quickest way to the
city centre?

d Do you think I could speak lo the
housekeeper?

e Solwaswondenng what you cando
about 1it.

f Do you think you couid get someone to
come and look at it?

Unit 12 Listening
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Can | have my bill?

G = Guest, R = Receptionist

G Hithere CouldIget my bill there? Room
705.

R 7057 It's Mr Whley. isn’t 1t?

G Sure s,

R Did you have anything from the minibar
last night?

G Nope.

R OK, Mr Wiley,J'm just printing your bill
out. Has everything been to yoar
satisfaction?

G Sure has.

R OR,I'm glad. Will you be paying by credit
card, Mr Wiley?

G Surewill

R Could just have your card for a moment?

G Yep.Here you are.

R OK.Here’s yourbill. Can I just ask you to

check it?

OK.Mm.Looks fine to me.

So,if ['could just ask you to sign here.

There you go.

Thank you. Here's your credit card and this

is your copy of the payment slip. It's been a

pleasure having you here.

G Thank you.
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access /'iwkses/ naway of entering or

reaching a place
account /a2'kaont/nl.an
arrangement with 2 business to

pay for their products or services at
alater time, for example at the end

of each month 2. a record of the
money owed to or paid to a

company during a particular period

activity sheet /ick'tivati [i:it/n
a piece of paper with questions
that you answer by doing
particular tasks

adult /"=dall/ napersonwhois
eighteen years old or older

agency /'cidzansi/ nacompany oran

organization that arranges
something on behalf of somebody
else,forexample a travel agency
allergic /a'la:d51k/ adjhaving a
medical condition that causes you

to react badly or feel sick when you
eat ortouch a particular substance

allocate /'iwlakeit/ vto officially give
something to somebody for a

particular purpose, for example a
room at a hotel or a seat at a table
anecdote /"wenikdout/ nashor,
interesting, or amusing story about
yourself or a real person / event
animatronics / wnima'troniks/ nthe
prccess of making and operating
electronic models of people,
animals, etc,, used in films and
other types of entertainment
aqua aerobics / ichkwo ca'raubiks/ n
physical exercises done in water,
usually in classes with music
arch /u:L[/n1. acurved structure with
straight sides that supports
something above it such asa
bridge ot the roof of a building
2.3 curved structure with straight
sides that is built 2s a monument
arrivals lounge /2'raiviz laonds/n
alarge room in an airport where
people wait to meet passengers
who are arriving or where
passengers can sit and wait after
they leave their plane

audio-tour /'3:dian Loa(r)’ n asmall
listening device which provides
commentary while you walk
around a museum, gallery, etc.

audio-visual / o.diow 'vizual/ adf
using both sound and pictures

automatic (gears) /2:10 mietik 'goz/
adj (used about a car) having gears
that operate without the need for
direct action from the driver

badge /biwd;/ nasmall piece of
metal or plastic, with a design or
words on it, that a person wears
and that may show their name, job
title, etc.

baked /beiki/ adj cooked inan oven
without extra fat or liquid

beef /bi:l/ n meat that comes from a
cow

bill /bil/ na record that shows how
much you owe for goods or
services; a piece of paper on which
this is written
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blind adj not able to see

boardroom naroom
where the board of a company
(= the people who control it) meet,
usually round a Iongtab1e

body language b Lvijgnids n
the way you hold and move your
body and what thic communicates
about your thoughts and feelings

border control 3 ud- Lon tionln
a place where officials check your
passport, luggage, etc. when you
cross from one country to another
by road oron a train

Braille 1hi:1l nasystem of printing for
blind people that consists of raised
marks on a page that are read by
touch

break-out raom el L ruim o n
a place where a smalf group of
people can meet that is separate
from the main meeting room

bruised I adj(used about a part
of the body) having bruises (= purple
marks that appear on the skin after
you fall, are hit, etc.)

cabaret 'Lihorcr nentertainment
with singing and dancing,
performed in restaurants, cafes, and
theatres

call centre | n an office
in which many people work using
telephones, for example answering
questions, taking customers’orders,
etc.

campsite courier i

I napersonwhose job is

helping guests at a campsite (= a
place where people on holiday stay
in tents)

canyon Jo1 nadeep valley with
steep sides of rock
capacity Lo 111 2 the number of

people that a room can hold

casino I'na nabuilding orroom
where people can play gambling
games

CDW —collision damage waiver

I'naninsurance agreement

in which the customer of a car rentat
company pays a sum of money so
that if they have an accident, instead
of paying the full cost of repairs,
they only pay the excess

chalethost [0l haost naperson
whose job is taking care of guests at
a chalet,a wooden guest house in a
skiresort

chambermaid 1o nan
old-fashioned term fora
housekeeper (1)

chance guest /(| naguest

who arrives at a hotel without 3
reservation foraroom

charge ([a 1 vioaska specific
amount of money for a product or
service

charismatic |/ ek adj (used
about a person) attractive and
impressive to other people

check someone out /I [ch waliv
to take back the room key, receive
payment for a bill, etc.,,when a hotel
guest is leaving for the last time

check-out process 1|k i
n the procedure of paying the th
returning the room key, etc. when a
guest leaves a hotel for the last time

child-friendly 't [iilil Trendli adf
(used about a place) safe and
suitable for children

clarity /' Llierati/ n the quality of being
clear and easily understood

ceanliness nlinas nthe state of
being clean
click (on) LI/ vtochoose a particular

item on a computer screen by
pressing one of the buttonson a
mouse

clipboard ' 'l:1iphods na small board
with a clip at the top for fastening
papers, used so that you can write
while standing

cloth 110} n fabric / material made
by weaving cotton, wool,silk, etc.

column  kolom nl.a tall post, usually
made of stone, that supports the
roof of a building or stands alone as
a monument 2. one of the vertical

sections into which a printed page,
chart,etc.is divided

comfort break / L vuilat el n
a short period when a coach stops to
allow passengers to go to the toilet,
etc.

commentary I haspoken
description of the buildings and
places that you see when you goon
atour

complaint o' pleint nastatement
in which somebody says thzt they
are not satisfied with something

concierge / LninsicoT napersonina
hotelwhose jobis to help guests by
giving them information, arranging
theatre tickets, etc.

configuration /Lo liga'reif o nthe
way in which a group of things are
arranged, for example a seating
arrangement

conformity :|.on'lonai
agreement, for example by a client
or customer that a bill is correct

construct . L' vto build or
make something

corporate hospitality

Wit elat nfree entertalnment

given by a company to important
clients, customers, etc.in order to
establish or maintain a good
relationship

cosmeticsurgery | oz el
' iri’ n medical treatment that
involves cutting open part of the
body (= surgery) to improve a
person’s appearance; the branch of
medicine connected with this
treatment

couple 'kapl niwo people who have
a romantic relationship with each
other

course '[.o 5 none of the separate
parts of a meal, such as a starterora
dessert

crafts worker /'kicilis wakatin
a person whose job mvolve< a
traditional skill of making things by
hand, for example clothes or
jewellery



credit / krediv nmoney that has
already been paid into an account

customer satisfaction / k vstama
sietis'lek [0/ n the extent to which
acustomeris pleased with a
particular product or service

dazzling /'dwczlin/ adjvery impressive
and exciting

deaf /cdlel’ adj not able to hear
anything or not able to hear very
well

deal with /'di:] wid/ vto take action to
solve a problem

dedicated (to) /'dedikertid 1o/, 11/ adj
1. working very hard for something
because you thinkit1simportant
2. {used about a building such as a
church) officially connected with a
particular person as a sign of respect
and admiration

delegate /'dclhigat/ na person whois
attending a conference on behalf of
an organization

depict /di pik1/ vto represent or
describe something using words or
pictures

designer /d1'zama(r)/ adj (used about
clothes, jewellery.etc.) expensive,
fashionable, and made by a famous
designer

dessert /di'zs:1/ n sweet food eaten at
the end of a meal, such as cake orice
cream

diabetic / daia'betik/ adj having
diabetes (= a medical condition in
which your body cannot process
sugar properly)

diarrhoea / da'110/ naniliness in
which you go to the toilet too often
and empty solid waste matter from
your body in liquid form

dimension /dai'menjn/n
a measurement of space, for
example the height, width, or length
of aroom

direct payment /do rekt ‘peimant/ n
the act of paying a hotel bill
personally by cash, credit card, etc.
rather than through an agency

disabled /dis'cibld/ adj 1. unable to usé
a part of your body completely or
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easily because of a physical
condition, injury, etc. 2. {(used about
a place) designed to be used by
disabled people

disco /'diskao/ na place where people
can dance to recorded pop music

discriminate /di'skrimment/ vto
unfairly treat one person better or
worse than another, especially
because of theirrace, sex, etc.

dish /(1]/ nfood cooked and prepared
in a particular way as part of a meal

displayrack /d1'spler 1k n a piece of
equipment, usually made of metal
bars, that is used for holding and
showing things

dizzy /'di7i/ adj feeling as if everything
is spinning around you

dome /danim/ na curved roof with a
circular base, for example on a church

door-to-door /'do: 1o o/ adj
involving transporting a person or
thing directly from one place to
another place

drop-off /'drop nl/ nthe place where
a person or thing is delivered ot left

electrichook-up /1 lekirik hok ap/n
an outside connection where you
put a plug so that a machine can
receive electricity, used, for example
with motorhomes

entertainment / enta'leinmant/ n
enjoyable or interesting activities

erect /1'rekt/ vio build something
such as a monument

excess /Ik'ses/ nthe part of an
insurance claim that a customer
must pay; SeE CDW - collision
damage waiver

exhibition / cksi'hifn/ naneventat
which a collection of things, such as
ditterent products, are shown to the
public

exhilarating /1 zilarcituy/ adj
extremely exciting and enjoyable

eye contact /w1 kiontwekt/ nthe act of
looking into somebody’s eyes at the
same time as they look at you

facade /[2'sa:d/ nthe front of a
building

FAQs / ¢l 1 'kju:z/ nan abbreviation
that stands for ‘frequently asked
questions’

feedback /'[1:dhick/ n advice, criticism,
and information from customers
about what they thought of your
product or service

first aid kit / [3:51 cid kil nabox
containing medical materials such
as bandages, kept in case somebody
isinjured

fitness centre / liinas
aplace where people go todo
physical exercise in order to stay fit

senta(ry n

and healthy

ftavour / [1z1valr )/ n how food or drink
tastes

flip chart /'lip La:1/ n large sheets of

paper fixed at the top to a stand so
that you can turn them over,used
for presenting information at a
meeting

fog (137 nathick cloud of very fine
drops of water on the land or at sea,
that is difficult to see through

food and beverages / [1::d on
‘bevaridsizi nthe departmentina
hotel that is responsible for
providing food and drinks
(= beverages) to guests,including
the restaurant, bar,and kitchen

forecast /' {7:ku:st/ na prediction of
what the weather will be like
forelgn exchange / Inron ths'tfeindy)

nthe act of exchanging the money
of one country for that of another
country; the money of another
country, exchanged in this way

forest / [1r151/ nalarge area of land
that is covered with trees

front office /Irant ‘nlis/ nthe
department of a hotel that deals
with the public, especially the
reception desk

galabanqguet /'qu:la biejkwit/na
formal meal for 2 large number of
people to celebrate a special
occasion

garlic /'ga:lik/ n awhite vegetable of
the onion family, used in cooking to
give flavour to food



140 Glossary

genealogy ¢ L5 nthe study
of family history and of who a
person’s ancestors were

gesture /'dicst|alr) na movement
that you make with your hands, your
head,or your face that has a
particular meaning

grading system / u1 i/ n
2 method of placing hotels and
restaurants into groups according to
quality, service, etc.

grats (gratuities) ‘qrts gratjuatiy
n extra money given by a customer
to an employee to thank them for
the work that the employee has
done;seE tip

grilled /(11ld adj cooked directly
underneath a strong heat oron
metal bars placed directly over afire

guest history /gest listri/n
information about a guest’s
previous visits tc a hotel

guest status /qesi nthe level
of importance of a particular guest
for a hotel

guide dog - 'l dwy nadog trained
to help a blind person to walk around

guidelines /'quidlainzs nrulesor
instructions that tell you how to
deal with cerfain situations

hand-rail n along narrow
bar attached to a wall that you can
hold on to for support

handshake ""hiendfeil/ nanact of
shaking somebody’s hand with your
own, for example when saying hello

eidin sisi:

SLC1las

or goodbye
hazard 'livzads na possible risk or
danger

health and safety checks /liclt) on
el (feks/ nregular actions that
you must do by law to ensure that a
place is safe for guests and
employees

hearing aid /' hiorin el nasmall
device that fits inside the ear, used
to help deaf peaple to hear better

hearing impairment ‘liar11)

amanl! n a physical condition

which prevents you from hearing

normally

ARIR L

helpline /'liclp luin: natelephone
service that you can cali for advice
about particular problems

home page /'houin peids/ nthe main
page on a website (= a place on the
nternet where somebody puts
information) with connections to
other pages on the site

home stay /'hacini sici’ nthe act of
stayingin a private house as a
paying guest

hospitality / [1osp1 talati/ n friendly
and generous behaviour towards
guests

housekeeper /fuoskipali )

1.a person whose job is to clean
bedrooms in a hotel 2. a person who
manages the cocking, cleaning, etc.
in a hotel

hub /111 n a central station or airport
ina transport system where
passengers can change planes,
trains, etc.in order to travel to other
places

identification nan
official paper,document, etc. that is
proof of who you are

initiative /1'111[a11v/ nthe ability to
make decisions and act on your own
without waiting for somebody to
tell you what todo

interactive adj allowing
information to be passedin both
directions between a computer and
the person using it

item /"uilam’ na particular product or
service thatis listed on a bill

keycard /'ki: ka:l/ paplastic card
with a2 magnetic strip for opening a
door

kid /kicl/ na child or a young person

kitchen assistant /'Lt fin o sistontd n
a person whose job involves doing
general work in a kitchen

Iniarekin

lamb /lizny/ n meat that comes from a
young sheep
{amination / lzini'ner [0/ nthe act of

covering paper ot card with a thin
transparent layer of plastic for
protection

laptop 1 nasmall computer
that can be easily carried and used
when travelling

leaflet 'li:1la1 pafree printad sheet
of paper, usually folded, that
advertises or gives information
about something

learning difficutty /151017 dilikaltn »
a mental problem that affects
somebody’s ability tolearn things

lighthouse [aiihiios’ n atall tower
near the sea that shines a strong
light in order to guide ships

listings /'[15111)2' nan official
published list of organizations, used
forreference

low-level
ground

main course 11 coiss n the most
important dish of a meal

maintenance /| nihe
department in a hotel that is
responsible for keeping the rooms
and building in good condition by
checking or repairing things

manual (gears) /'1n Vv adj
{(used about a car) operated or
controlled by hand rather than
avtomatically

marble /i1ic:bl n a type of hard stone,
usually white with coloured lines in
it,that can be polished and used for
making statues, decorating
buildings, etc.

| adjclosz tothe

maritime / erilin: adj connected
with ships and sailing

meadow “micdan na field coveredin
grass

microphane 'iikiralaon n a device

used for making your voice touder
when you are speaking to an
audience

mobility /a0 'bilati nthe ability to
move or travel around easily

monument /"iinnmant 'n a public
building, statue, etc. built to
celebrate a famous persen or event

motorhome . 'aniahaoi- nalarge
motor vehicle designed for people to
live and sleep in when they are
travelling



Must Tells /'miast 1elz/ nimportant
information or interesting stories
that a tour guide should tell about a
famous place or person

national park / nicnal ‘pak/n
an area of land that is protected by
the government for people to visit
because of its natural beauty

niche /ni:[/ /nit[/ nan opportunity to
sell a product for which there is
limited demand, but which few or
no other companies produce or offer

olive ail / nliv "0il/ noil made from
olives used in cooking and on salads

overbookings
a situation in which more rooms
have been reserved thanthere are
places available

overcast / a0va'ka:st/ adf (used about
the sky) grey and covered with clouds

panoramic tour /pwcna riemik toa(r)/
n a short tour on a ¢coach or a boat in
which you see all the most
important sights of a city, town, etc.

parade /pa'reid/ na public celebration
of a special day or event, usually
with bands in the streets and
decorated vehicles

pax /pizks/ n passengers / people

payTV / pel Li: 'vii/n asystemin some
hotels in which you pay extra money
towatch particular TV channels or
films

payment slip /'peimant slip/ na small
piece of paper given to a customer
to show that they have paid their bill

pedal boat /‘ped! baut/ na small
pleasure boat that you operate by
pushing pedals with your feet

pepper /' pepal(r)/ n a hollow fruit,
usually red, green, or yellow, that is
eaten as a vegetaole either raw or
cooked

period costume /'piariad kopstjuim/n
clothes worn so that you look like
somebody from a particular period
inthe past

pick-up /'pik Ap/ nthe place where a
person or thing is collected from

pitch /pit[/ naspace where you can
put a tent or a motorhome on a

aova'bukinz/ n

campsite

pork /pack/ nmeat from a pig

posture /' post[a(r)/ nthe positionin
which you hold your body when
standing or sitting

pottery / polari/ n 1. pots, dishes, efc.
made with clay (= a heavy, sticky
earth) that is baked in an oven,
especially when they are made by
hand 2. the skill of making pottery

prawn /pro:n/ na small shelifish with
ten legs and a tail that you can eat
and which turns pink when cooked

pre-book / pri:'buk/vtoarrange ta
have something such as a room,
seat, or ticket in advance

presentation / prezn’ieifn/n
a meeting at which a new product,
anidea,etc.is shown to a group of
people

procession /pra'se[n/naline of people
or vehicles that moves along slowly,
especially as part of a ceremony

productlaunch /' prodakt lo:nt|/n
an event at which a new product is
presented to the public for the first
time

projector / digital projector

pro‘dsektafr)// didzitl

pra'‘dzektalr)/ nadevice thatis
used to show photographs or films
on ascreen

publicrelations (PR) / pablik ri'lei[nz/
n the activity of communicating
with people in orderto create and
maintain a good impression of an
organization

pulses /palsiz/ nthe seeds of some
plants that are eaten as food, for
example peas and lentils

quiz /kwiz/ nacompetition orgame in
which people have to answer
questions to test their knowledge

ramp /rimip/ s a slope at the entrance
toa door, building ,etc.that allows
people using wheelchairs to enter or
leave easily

ranger /reindsair)/ n a person whose
jobisio take care of a park, a forest,
or an area of countryside

rash /riv[/ nanareaof red spotsona
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person's skin, caused by an iliness or
an allergic reaction

recorded information /¢ kodid

mmla'melln/ n a telephone service

that you can call for information
about something

re-enactment / 11: i'nwekimant/n
the act of repeating the actions of a
famous event from the past

register /'redzisialr) v torecord a
guest's name, address, etc. when
they arrive at a hotel 2, to show or
record an amount of moneyon a
machine

registration card / redzi'strer|n kaxd
n a short form that you fill in when
you register at a hotel

relief driver /1i'li:l draivalr)/ n
a driver that replaces another driver
when they have finished working for
the day or when they are sick

renovate /'reniavell/ vio repair, paint,
etc.anold building, sothat itisin
good condition again

represent / repri zent/viobe a
symbol of something
retired person /ri'tuiad pasnn

somebody who no longer works
because they have reached a
particularage

roof-rack /'ru:l" rwzk/ na metal frame
fixed to the roof of a car and used for
carrying bags, cases,and other large
objects

roomrack /ruim ‘relk/ nacomputer
screen or a board showing which
rooms are available in a hotel

rooming list /'ru:imin list/ n a piece of
paper with the names of all the
passengers travelling on a tourand
the hotel room they are each staying
in

routine task /ru: tiin 'taisk/ napiece
of work that you must regularly do
as part of your job

rush hour /'ra| au2{r)/ nthetime

when the roads are full of trafficand
trains are crowded becausea people
are travelling to or from work
sausage / snsid3’ n a mixture of finely
chopped meat in a long tube of skin



142 Glossary

scubadiving 'sku ba dunvig n
swimming underwater using special
breathing equipment including a
container of air carried on your back

sculpture <kulpifatr) naworkofart
thatis a solid figure, made by
shaping wood, stone, metal, etc.

seafront '~ lranl nthe partofa
town facing the sea

seasonal si:zonl adjhappening or
needed during a particular season
(= part of the year)

sense of humour Jsens av Tjutmaly)
n the ability to tell jokes and laugh
at things that are amusing

shower /'{i0a(1 ) r ashort period of
rain

sign ~uin- viowrite your nameona
document to show that you agree
with what it says

signlanguage /saimn Lengwids na
system of communication used by
deaf people, using hand actions
rather than spoken words

signage sainids psigns that give
instructions or directions to the
public

signature ' signal |2}/ ntheact of

signing your namr.e on a document;
your name, 3s it is written when
signing a document

snorkelling 2:kalin’ nswimming
underwater using a snorkel (= a
short tube that you breathe through)

socialize /5o {oliiz vio meet and
talk informally with other people

sore ;50.(1) adj(used about a part of
your body) painful, and often red,
because of infection, injury, etc.

spices  s[ulisiz n powders or seeds
from plants that are used in cooking
to give food a strong smell or flavour

stand 'slivnd natable or vertical
structure where a company displays
its products at an exhibition

starter /'s1a:ta(r)/ ra small dish of
food served before the main course
in a meal

statue "stcifii nalarge stoneor
metal figure of a serson, animal, etc.

stewed :()i1:]/ adj cooked slowly in
liquid in a closed dish

storm /51511 n a period of heavy rain,
strong winds, etc., usually with
thunderand lightning

stuffed /51 A[1/ adj (used about
something you eat) filled with
something else

sunburn /'sanhain’ nthe condition of
having red skin that is sore, caused by
spending too much time in the sun

sunny intervals | san niavlz/ nshort
periods of sunshine between
periods of rain or cloudy weather

survey / sa:vel/ nan investigation of
the opinions of a particular group of
people, usually by asking them
questions

swipe /switip/ vto pass a plastic card,
such as a credit card, through a
special machine thatis able to read
the information stored on it

swollen /'swatlan/ adj (used about a
part of the body) larger than normal
because of aninjury, infection, etc.

symbol /'simbl/ nasignorimage that
has a specific meaning

sympathy /'sinpali/ n showing that
you understand and care about
somebody’s problems

{fuel) tank /l:c1jk n1a containerinside
the body of a car that holds the
petrol

taste j1cisl’ na small quantity of food
or drink that you try in order to see
what itis like

taxi rank /'tacksi viwenk/ na place
where taxis park while they are
waiting for passengers

teenager /'limnewd70(1) na person
aged between thirteen and
nineteen

teleconferencing / 1o/’ konloransig/ n
having a meeting at which
members are in different places and
speak to each other using telephone
and video connections

theatre-style /' inta stail/ adj (used
about seats) arranged in rows with
all the seats facing towards the
front where the speaker stands

third-party liability « Uz:d poil
Jaia'hilati ncarinsurance that only
pays for damage / injury that you do
to another driver, their passengers,
or their car

throat /()i0iL/ nthe passage in the
neck that food and air pass through

thunder /'llanda(r)/ n aloud noise that
accompanies a flash of lightningin a
storm

tip /1ip/ vio givea small extra amount
of money (= 3 tip) to somebody, such
as awaiter,who has done a job or
service for you

tone /L2011 nthe quality of your voice
and the emotion this expresses

taothache /'Lu:leik/ na paininyour
teeth orin atooth

Top Visual Priority /10
pranrati/ nthe main sight that a
tour guide must show to people on a
tour

touch screen /'iat] skiin' n
a computerscreen that allows you
change what you see by touching
particular areas on it

tour manager /'toa nuenidsar) n
a person whose job involves
organizing tours, including
managing the tour guides,
arranging accommodation, etc.

tourist information centre (TIC) /(1. 1
si/ 2 loanst mfa'metln senlalr)
nanoffice in a city or large town
that gives information to people
visiting that area about
accommodation, places te visit, etc.

transitlounge /'treenzit Lionds n
aplaceinanairport where
passengers who are changing
planes can wait for their next plane

trendy /'trendi/ adj fashionable

uniform ! juinila:m! na set of clothes
worn by everyone who works for a
particular company

unwel) /s well adj ill /sick

update / 1p'deil vto add the most
recent information to a set of records

upgrade / Ap'greid/ vto get a better
quality car, plane seat, etc. usually by
paying extra money



upset /Ap'scl/ adj (used about your
stomach) having anillness that
makes you feel sick or have
diarrhoea

U-shaped /'ju: [eipl/ adj having a
curved shape with straight sides, like
the letter U

value formoney / vielju: [ 'mani/n
a measure of how good something
is when you consider its price and
compare it with other similar
products or services

variable /'veariahl/ adj changing or
tending to change

videoconferencing
! vidiau'konfaransig/ nhaving a
meeting at which members are in
different places and see and speak
to each other using video
connections

video-gaming /'vidiaiy gemim/ n
playing electronic games in which
you press buttons to control images
on a screen

VIP / vi: a1 'pii/ nanimportant person
who is treated in a special way
(abbreviation for ‘very important
person')

visual impairment /'vi5uoal
im peamant/ n a physical condition
which prevents you from seeing
normally

voucher /'viut|a(r)/ na paper
document that shows that a guest
has already paid fora room

walk-in /'wazk 1/ nachance guest

walkway /'wo:kwei/ na passage or
path for walking along

warden /"wa:dn/ na person whose job
involves guarding or looking after a
place,such as a park

waxworks /wickswa:ks/ nmodels of
people, particularly famous people,
made of wax

weaving /wivin/ nthe activity of
making cloth, carpets, etc. by
crossing threads over and under
each other by hand or on a machine
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welcome /welkam/ nsomething that
you do or say to somebody when
they arrive to show that you are
happy to see them

wheelchair /Wil fea(r)/ naspecial
chair with wheels, used to move
around by people who cannot walk

wi-fi /'wui fai/ adj using a system for
sending data over computer
networks that uses radio waves
instead of wires

windscreen /' windskrin/ nthe
window across the front of a car or
other vehicle

woodcarving /'wadkaivig/ fthe
activity of shaping wood into
designs or figures, using a sharp tool

yogurt (also yoghurt) /' jngat/ n athick
white liquid food that is eaten cold
and is made by adding bacteria to
milk and often flavoured with fruit






	Save0024
	Save0025
	Save0026
	Save0027
	Save0028
	Save0029
	Save0030
	Save0031
	Save0032
	Save0033
	Save0034
	Save0035
	Save0036
	Save0037
	Save0038
	Save0039
	Save0040
	Save0041
	Save0042
	Save0043
	Save0044
	Save0045
	Save0046
	Save0047
	Save0048
	Save0049
	Save0050
	Save0051
	Save0052
	Save0053
	Save0054
	Save0055
	Save0056
	Save0057
	Save0058
	Save0059
	Save0060
	Save0061
	Save0062
	Save0063
	Save0064
	Save0065
	Save0066
	Save0067
	Save0068
	Save0069
	Save0070
	Save0071
	Save0072
	Save0073
	Save0074
	Save0075
	Save0076
	Save0077
	Save0078
	Save0079
	Save0080
	Save0081
	Save0082
	Save0083
	Save0084
	Save0085
	Save0086
	Save0087
	Save0088
	Save0089
	Save0090
	Save0091
	Save0092
	Save0093
	Save0094
	Save0095
	Save0096
	Save0097
	Save0098
	Save0099
	Save0100
	Save0101
	Save0102
	Save0103
	Save0104
	Save0105
	Save0106
	Save0107
	Save0108
	Save0109
	Save0110
	Save0111
	Save0112
	Save0113
	Save0114
	Save0115
	Save0116
	Save0117
	Save0118
	Save0119
	Save0120
	Save0121
	Save0122
	Save0123
	Save0124
	Save0125
	Save0126
	Save0127
	Save0128
	Save0129
	Save0130
	Save0131
	Save0132
	Save0133
	Save0134
	Save0135
	Save0136
	Save0137
	Save0138
	Save0139
	Save0140
	Save0141
	Save0142
	Save0143
	Save0144
	Save0145
	Save0146
	Save0147
	Save0148
	Save0149
	Save0150
	Save0151
	Save0152
	Save0153
	Save0154
	Save0155
	Save0156
	Save0157
	Save0158
	Save0159
	Save0160
	Save0161
	Save0162
	Save0163
	Save0164
	Save0165
	Save0166
	Save0167

