Uni€ 1
Tour Reservation

After learning this unit, you will be able to:

@ do reception work as a front desk travel agent.

@) reserve tours for clients.
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1 Listen and match. ¢4

reception desk passport logo travel agent

2 Answer the following questions.

1. If you want to book a tour through a travel agency, what information do you need to provide?

2. Have you ever been to a travel agency? How does a travel agent help customers reserve tours?
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agent n. LA client n. EF international adj. [EFREY
package tour BN destination »n. BHAYh transportation n. 3@
accommodation n. BIE entry ticket [JZ itinerary n. FUETIE
contract n. &E visa n. FiE stamp n. EJ, &
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Tour Reservation

Listening I Making a Reservation on the Phone ((

(A travel agent answers a phone call from Mark Lint, a potential client from England.)

Travel agent:

Mark Lint:

Travel agent:

Mark Lint:
Travel agent:
Mark Lint:

Travel agent:

Mark Lint:

Travel agent:

Mark Lint:
Travel agent:
Mark Lint:

Travel agent:

Mark Lint:

Travel agent:

Good morning, China International Travel Service. What can I do for you?

Good morning. This is Mark Lint from England. I’d like to know if you offer
trips to Yunnan in July.

Yes, we do. We have a Yunnan package tour for 10 days. The destinations
are: Kunming, Dali, Xishuangbanna and Shangrila. This tour will start every
Thursday during the summer.

Wonderful. How much will it cost?

The package comes to 5,500 yuan.

I see. What does the package include?

It includes the transportation, accommodation, a tour guide and entry tickets to
most attractions.

That’s fine. I’d like to make a reservation.

May I have your email address, please? I'm going to send you the itinerary and
contract. Here’s the link for you to make the payment online.

My email address is marklint@gmail.com.

Do you have a visa?

No. I need to apply for it.

As soon as we get your payment, we’ll send you the receipt, the contract signed
by our company, the hotel list, the formal itinerary with our company stamp,
which you can use for your visa application. I also need your mailing address.
It’s 155 London Road, Leicester, UK.

OK, got it. Thanks for calling. Hope everything goes smoothly and you enjoy
your trip to Yunnan. Bye-bye.

Choose the best answer.

1. What information is NOT provided by the agent on the phone?

A. The destinations of the tour.
C. The duration of the tour.

B. The cost of the tour.
D. The contract of the tour.
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2. The tour of Yunnan starts every

A. Friday B. Saturday C. Thursday D. Wednesday
3. Which of the following is NOT included in the Yunnan package tour?

A. Transportation. B. Accommodation.

C. Entry tickets to most attractions. D. Fees for visa application.

4. The documents the agent will send to Mark Lint for his visa application include all the

following except
A. the receipt of the payment B. Mark Lint’s passport
C. the intinerary D. the contract

2 Role-play the dialogue with your partner.

Listening I Making a Reservation on the Phone (

(Liu Hua is a travel agent from China International Travel Service, CITS. She answers a call from

David Wilson, an agent from a UK travel agency — one of CITS’ major partners.)

Liu Hua: Hello, China International Travel Service.
David Wilson: Hello, is that Miss Liu? This is David Wilson from Explorer Travels in England.
Liu Hua: This is Liu Hua. Hi, David. How can I help this time?
David Wilson: T have a group of 10 members. They wish to book the northern China tour in
May.
Liu Hua: Let me check. Could you please hold for a moment?
David Wilson: Sure. Thanks.
Liu Hua: Do you mean the tour of Beijing, Hebei, Henan, Shandong and Shanxi?
David Wilson: Yes.
Liu Hua: When do they expect to arrive?
David Wilson: Around 10 May.
Liu Hua: This tour starts every Saturday. May I suggest starting the tour on 11 May?
David Wilson: Sounds good. Please send me the itinerary for this tour. I'll email you the details
of each client.
Liu Hua: Thank you very much. I can then prepare the group visa application documents

for you.
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David Wilson: Perfect. Thank you very much for your help.

Liu Hua: It’s always my pleasure.

1 Decide whether the following statements are true (7) or false (F).

(
(
(
(

) 1. David Wilson is an agent with Explorer Travels in England.
) 2. David Wilson and Liu Hua have known each other before.
) 3. David Wilson’s group plan to arrive on 16 May.

) 4. Liu Hua does not need to send David Wilson the itinerary for the tour.

2 Fill in the blanks.

David Wilson is a travel agent from , and his clients want to visit China.

Liu Hua, a travel agent with China International Travel Service, receives his call and consults

the travel plan with him. Liu Hua will send David Wilson the itinerary and the documents for

visa application. She always feels to cooperate with David Wilson.

3 Find out which sentences are said by the travel agent (4), and which are
said by the client (C). Then arrange the sentences to make a dialogue,
and role-play the dialogue with your partner.
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A:

. May I have your name, please?

. Good morning. Nature Travel Agency. Can I help you?

. Robert Adams.

. Yes, I'd like to confirm a booking I made yesterday.

. Um..., that’s right.

. OK, Mr. Adams. You’ve booked a 15-day package tour of Europe.

. If everything is fine, we’ll see you at the airport at 8:30 this Sunday morning.
. Yes, I have.

. OK, see you then.

. Have you got your visa?

Correct order:
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Q
Watch the first video and discuss in pairs the mistakes in it. Then watch the second video and

pay attention to the differences between the two videos.
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Make short dialogues according to the given situations.

Situation 1: You are a travel agent at the front desk. Mr. Smith comes to ask about the tour of

Wuzhen. Make a short dialogue with your partner. The dialogue must include:

URZHATHAIBIE TFAR. SBEEEERBAESRAIIRIT. MESRRHF— 1 EEXiE,
IHERBIELATAS: )
® Exchange of greetings;
® Asking about the tour and answering;

® Asking about the information of the customer and answering.

Situation 2: Choose a city. You want to book a tour of this city over the next weekend. Make a

call to a travel agency. Make a short dialogue with your partner, using the following expressions:

GEF— . REEFT M EREXMEHAIMRT. SIRTEITBIESEER. BTE
FUERIEFIRE S RA— 1 EExdiE: )
® I would like to go to...
® How long does it take?
® How much does it cost?

® What’s the departure time?

Situation 3: Suppose you are a travel agent. A group of 15 guests from a partner travel agency
in Canada are going to visit Chongqing on 20 March. You receive a call from Canada and help

with the reservation. Make a short dialogue with your partner.

(BRIFR—BIRITHTEAR. REMERMISIFIRITALA— M5 AIRFZESE3 2055
ERhEEF. (MEZIREMSEARBIEHBILINT. MRKRIE— Mg, )
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1 Read the words and expression. 4

promote v T responsibility » ={E overseas adj. E5MY
regulation n. HIE certificate n. EP vaccination n. IEMESER
currency exchange rate  £5MiCER reschedule v EFFeHE

2 Read the text with these questions in mind.

1. What responsibilities do travel agents have?

2. What skills are necessary for travel agents?

Travel Agents

Travel agents spend most of their time behind a desk, dealing with clients, completing
paperwork, contacting airlines and hotels and promoting tours. They also spend a lot of
time on the telephone or on the computer researching travel itineraries or preparing travel
documents.

Travel agents have various responsibilities. Generally speaking, they help travellers
make better travel arrangements by sorting through all types of information, and then giving
assistance such as offering advice on destinations and making arrangements for transportation
and accommodation for their clients. Travel agents are also expected to give clear accounts
of different destinations, including weather conditions, local customs and attractions.
For overseas tourists, agents also provide information on customs, regulations, required
documents (passports, visas, and certificates of vaccination) and currency exchange rates.

Travel agents sometimes have to face a great deal of pressure during travel emergencies
or when they need to reschedule missed reservations. They are especially busy during peak
vacation times, such as holiday travel periods.

Good communication and computer skills are important for travel agents to perform
their jobs. Most travel agencies prefer to hire travel agents who have some training in these

fields. Currently, many vocational colleges in China offer full-time travel agent programmes.
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3 Decide whether the following statements are true (7) or false (F).

() 1. Travel agents work at the gate of a travel agency.

() 2.Good communication skills are important for travel agents.

() 3. Most travel agencies would like to employ vocational college students.
(

) 4. Many vocational colleges in China offer travel agent programmes.

4 Choose the best answer.

1. For overseas tourists, the travel agent should also provide information on
A. customs, local attractions and weather conditions
B. customs, regulations, required documents and currency exchange rates
C. the hotel and the tour
D. transportation and accommodation

2. For most of his/her time, a travel agent is supposed to
A. deal with clients, complete paperwork, contact airlines and hotels and promote tours
B. offer advice on destinations
C. arrange tours and reschedule missed reservations
D. introduce places of interest to tourists on the phone

3. A travel agent is especially busy

A. in winter B. in autumn C. in spring D. during holidays

5 Fill in the blanks.

Travel agents have various responsibilities. Generally speaking, they help travellers make
better travel by sorting through all kinds of information. They should offer advice
on and make arrangements for transportation and accommodation for their clients. For

overseas tourists, they also provide information on , , required documents and

currency exchange rates.

EY e.-

1. What is a package tour?
2. Who organised the first package tour for Europe?
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Package Tours

An early form of package holiday was organised by the Englishman Thomas Cook (1808-
1892) in 1841. The idea came to him while he was waiting for a stagecoach (¥it5Z) by the
roadside. He thought of offering customers return trips between Leicester and Loughborough
in England. Cook asked each customer to pay one shilling (58<), which included railway
tickets and food for the train journey. He could receive a share of the fares, too. The first
tour was very successful, so he organised more tours in the following years. In 1844,
the Midland Counties Railway Company agreed to sign a contract with him, which
encouraged him to start his own business operating rail excursions (&E, #753). Cook
organised the first package tour to Europe in 1855, and to the United States in 1865. By 1872,
he had already undertaken worldwide tours. His travel agency, Thomas Cook Group, has since
become world famous.

Nowadays package tours are one of the most popular ways to travel across the world. A package
tour, or package holiday, consists of transport and accommodation, along with activities or outings
during the trip. Transport includes travel between places, and can also include charter flights to a
foreign country. Package holidays are organised by a tour operator, and sold to consumers by travel

agents. Some travel agents are employees of tour operators, while others are independent.

fit

travel agency

RTH. HERTHEZESAMASE. EARTHAMERRT. B ARTHERME AR
%o EFRIITHEX T UMD AT, —SHBT MRS 55 o] UMMAS I &5, —2 R aEi
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travel agent

BRATHRD A IAERNLSE . BEREEE, ABFRDEE. ANEMEIEFLE, BHR.
BARER, ARERLHORE. 8. RESET,

As soon as we get your payment, we’ll send you the receipt, the contract signed by our
company, the hotel list, the formal itinerary with our company stamp, which you can

use for your visa application.
HNBRBHNRZE, S EABFERR, BAGEEFTHERE, ERANENBEERE, K
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Unit€ 2
Welcome to Our City!

After learning this unit, you will be able to:
€ meet the tourists at the airport.
@) communicate with the tour leader.

€) make a welcome speech.
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1 Listen and match. C(

airport exit tourist tour leader

[ o] 5 0

2 Answer the following questions.

1. What information should a tour guide get before meeting tourists?

2. What does a tour guide usually say when welcoming tourists on the tour bus?

l/\l
Listening I
tour leader  HRiFEISRBA local guide  itsfZE flight n. fnf2, MR

airsick adj. WA
Listening 11

for short S introduce v. A reset v BEH
straight adv. EiEih
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Welcome to Our City!

Listening I Meeting a Tour Group at the Airport 4

(At the airport, Zhang Ling, a tour guide, meets her group from the US led by Mr. Parker. Zhang

Ling is holding a welcome sign with Parker’s name and her company’s name on it.)

Mr. Parker: Hello. You must be Zhang Ling, our local guide?

Zhang Ling: Hi, I'm your guide with CITS. Nice to meet you, Mr. Parker. Welcome to
China.

Mr. Parker: Nice to meet you, too. Thank you for coming to meet us.

Zhang Ling: It’s my pleasure. We’ve been looking forward to your visit. How was your
flight? It’s such a long journey.

Mr. Parker: Not too bad. A little bit tired. Mrs. Smith was airsick.

Zhang Ling: Is she all right now? We have some medicine for airsickness.

Mr. Parker: That’d be good.

Zhang Ling: Well, I hope you’ll have a pleasant stay here.

Mr. Parker: Thank you. I’'m sure we will.

Zhang Ling: Is everybody here now?

Mr. Parker: Yes, everyone’s here.

Zhang Ling: Hello, everyone. My name is Zhang Ling. I’ll be your tour guide. It’s nice to see
all of you. Our bus is waiting outside the airport. Mrs. Smith, I hope you feel
better after you take the medicine. Everybody, shall we go now?

Mr. Parker: OK.
Zhang Ling: Please follow me.

Zhang Ling is a tour guide with

1 Fill in the blanks.

. She meets her tour group from at

the airport. Mr. Parker is the
by

. After exchanging greetings, they will leave the airport

2 Choose the correct word in each pair.

1. look forward to/for your visit

2. Thank you coming/for coming to meet us.

13
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3. How is/was your flight?
4. Our bus is outside/beside the airport.

5. Welcome in/to China.

Find out which sentences are said by the tour guide (G), and which are
said by the tourist (7). Then arrange the sentences to make a dialogue,
and role-play the dialogue with your partner.

1. T hope you had a good trip.

2. Yes, I’'m John Parker from New York.

3. Nice to meet you, too.

4. T’'m very glad to hear that. Let’s go now.

5. Hello. You must be Mr. Parker from America.

6. Nice to meet you, Mr. Parker. My name is Zhang Ling, from China International Travel Service.
7. Fine. I had a very pleasant flight.

8. OK.

G: T:

Correct order:

Listening II On the Way to the Hotel %4

(

14

Zhang Ling gives a welcome speech on the bus.)

Ladies and gentlemen,

Good afternoon. My name is Zhang Ling. I’m from China International Travel Service, or
CITS for short. I'll be your guide throughout your tour of Beijing. My mobile phone number
is: 1381815xxxx. I’ll repeat it for you to take down: 1381815xxxx. Has everybody got it?

Welcome to Beijing, the capital of China. Over the next seven days, we’ll be visiting a
couple of scenic attractions in the city, including: the Palace Museum, the Summer Palace,
Tian’anmen Square, Olympic Park, and one of the World’s Seven Wonders — the Great Wall.
I hope you all have a great time during the trip. Now I’d like to introduce to you our driver,
Mr. Wang. He has about 15 years of driving experience, and has served CITS for eight years.
We’ll be taking this same bus over the next several days. The bus number is L033, please note

it down. I suggest you take a picture of the bus and its number with your phone.
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It’s now 4:30 pm, Beijing time. The time difference between New York and Beijing is 13
hours, so please reset your watches. You're going to be staying at the Beijing Hotel, a five-star
hotel. We’re going straight there now. You can take a quick look at the streets along the way. I’ll

give you a brief introduction to the history of Beijing.

1 Rearrange Zhang Ling’s welcome speech in the correct order.

{1 introduce the driver 1 reset the time

1 tell the bus number 1 welcome the group to Beijing

1 introduce herself 1 introduce the accommodation

1 tell the destinations 1 introduce the history of Beijing
2 Fill in the blanks.

Good afternoon, ladies and gentlemen. First, let me myself. My name is Zhang
Ling. I'm from . to Beijing. Over the next seven days, we’ll be visiting
several in Beijing. I hope you will enjoy your here.

3 Role-play: Think about the main parts of a welcome speech, and then
make one.

9 Shocking to Find

Watch the first video and discuss in pairs the mistakes in it. Then watch the second video and

pay attention to the differences between the two videos.
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Make short dialogues according to the given situations.

Situation 1: You are a tour guide. You are now meeting your tour group from Singapore, and

you are talking with the tour leader. Make a short dialogue with your partner. The dialogue must

include:

(RR—&Sir, WEEERG— T HINRAREE. WRRESHEMKE. MEKHEIF—T
BAEXGIE, MHERBELUTRE: O
® Exchange of greetings;
® Asking about the trip and answering;

® Asking about the tour group and answering.

Situation 2: Suppose the tour group are on the bus. Please make a welcome speech, using the

following expressions:

(BRipRFFIAEEEARE £ B TERERESORIDEE:
® Welcome to China.
® First, let me introduce myself. My name is...
® I hope you’ll enjoy your stay in China.

® I’d like to introduce our driver to you.

Situation 3: You are a tourist. You are asking the local guide some questions about the

accommodation on the bus. Make a short dialogue with your partner.

(FR—RiFE, MEEERE LRSS HAEREIER. MEERIF— I EETIE. )
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Read the words and expression. ©4
impression n. EIR preparation n. E& beforehand adv. 12H)
confirm v. H#A delivery n. Kix specific adj. BAHI
in advance 5% sign n. FRAE properly adv. 15kl

()

Read the text with these questions in mind. 4

1. How can a tour guide create a good first impression among tourists?

2. What information should be included on the welcome sign?

Meeting Tour Groups

Greeting tour groups is the first step in the work of a tour guide. To guide a tour group
successfully, a guide must make a good impression on the tour group members. Therefore, a
guide must make full preparations beforehand. Here are some important tips.

First, a tour guide should get basic information about the group such as the name of the
group leader, the number of tourists, their nationalities, and even their religious beliefs and
customs.

Second, a guide must study the itinerary carefully. You have to confirm all details of
transportation and accommodation. The guide may also have to arrange for luggage delivery if
necessary. If you are not sure you can remember all the details, you’d better carry a notebook
with the specific arrangements.

Third, a guide should know the tour group’s arrival time. The guide and the bus driver
should arrive at the airport or the railway station at least 30 minutes in advance. Don’t make
people wait.

Fourth, stand at a place where passengers can easily notice you, holding a welcome sign
high in your hand. The sign should have the name of the tour group and the name of the tour
leader on it.

Finally, a tour guide should be properly dressed.

17
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3 Decide whether the following statements are true (7) or false (F).

() 1. Meeting tour groups is the first step in the work of a tour guide.
() 2. A tour guide must make full preparations beforehand.

() 3. Atour guide needn’t confirm details of the tourists.

(

) 4. The arrangement of luggage delivery is not a tour guide’s job.

4 Fill in the blanks.

A tour guide should get basic information about the group such as the of group
leader, the number of tourists, nationalities of tourists, etc. Besides, he/she should know the
tourists’ time and stand at a place where passengers can easily him. At last, a

tour guide should be dressed.

5 Write down five expressions of greetings. You may refer to the given words.

1. (meet)

2. (welcome)

3. (enjoy)

4. (look forward to)
5. (glad)

ose
R
1. What impressions should a tour guide try to make on his/her clients at the first meeting?

2. Can you list some expressions a tour guide should avoid?

Tour Guides’ Welcome Expressions
1. Good morning/afternoon. Nice to meet you.
2. I'm your guide... You can call me... Welcome to...
3. We are friends across the sea.

4. Nothing is more wonderful than meeting friends from far away.

18
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5. If you need my help, don’t hesitate to ask.

6. My job is to smooth your way, care for your welfare, try my best to answer your
questions and be your interpreter/guide.

7. T understand that you’ve had a long flight/journey. You must be tired. I hope you can
have a good rest at the hotel.

8. During your stay in China, I’ll try my best to help you enjoy yourselves.

9. Thope we’ll soon get to know each other better.

10. Shanghai is one of the most charming cities in the world. I know you’ll have a wonderful

experience during your stay here.

fit

tour leader

RTEG . IRTHAREHIBAEZTR, FotREERTEHES,

local guide

W, ROBESE— 7, ENLUMSHEARLCHEE. BRE. SASESEFES. 2N
F M SIRNE BB THE— D EBEEMNH T,

welcome sign

WEM, SHENSHEHZAN, BESETFPIRARTE RGN 2T HET-
We’ve been looking forward to your visit.

F—EHHRNBER,

How was your flight?

—EE4FIE?

Is everybody here now?

REERRF T 7

Now I'd like to introduce to you our driver...

WAEBRNA—THNWI-- ERENAEEL, SBENNEB—THECHAEIN,

The time difference between New York and Beijing is 13 hours, so please reset your

watches.
ALIFAETAIRZER L3N, IBAREFRER 8,
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