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3. How to introduce

Preparations for Mei a iGroup

After learning thls unit, youslmuld know.
1. How to book a plane ticket; ‘
2. How to book a room in a hotel;

reign friends;

4. How to tell a fbménttc story about the End of the Earth,



Introduction

As a tour guide, it is very important to make full and good preparations before the
tour group arrives. Among the preparations, booking tickets and rooms is one of the
most important procedures. You need to take the following into consideration:

1. What information should be mentioned when booking a plane ticket;

2. What information should be mentioned when booking a room;

3. Which aspects should be paid attention to when making a reservation.

Part | Booking Air Line Tickets and Room Reservations

Conversation A Booking Airline Tickets

Word Bank

breeze /brizz/ n. WK vi. IRELX; dkiE

airline /'ealain/ n. fi%S/ANFl; LR adj.

flight /flait/ n. ®47; HEHL; #kiE

agency /'eidzonsi/ n. {QHE, w4r; AL, Sk
reserve /ri'za:v/ vt fifi#%; PRER; TZY; BIT

passport /'pa:spa:t, 'paes-/ n. $FHR, WITUE; FEK

copy /kopi/ vi. Eifil; HEN; ¥ n BIA; —F; F5

Scene: Mary is an English tour guide from Hainan Sea Breeze Travel Agency. She will receive
a tourist group from England which has ten guests this month. Now she is helping the
guests to buy air tickets and book rooms; let us learn how Mary does the business. After
confirming the schedule, Mary is going to buy air tickets for the guests. Now she is in

China Southern Airline ticket service center.

>

: Good morning. This is China Southern Airline ticket service center. What can I do for you?

B: Good morning, I am the tour guide from Hainan Sea Breeze Travel Agency. I will have an
English group on the 16th of this month. There will be ten people in the party. I would like to
know if there are any flights from Hong Kong to Sanya on that day.

A: Let me check. Well, there are two flights that day, one is in the morning, which leaves at 10:30
from Hong Kong and arrives in Sanya at 1:00 pm; the other is in the afternoon, which leaves
at 15:00 and arrives at 18:30.

B: Which flight leaves in the morning?

A: That’s China Southern Airline, AF632.

J



VISR Preparations for Meeting a Tour Group

: It suits us well. Would you reserve ten seats on that flight for me?

: Certainly. First class or economy?

: Economy, please.

: Could you please offer all the guests’ names and passport numbers for me?

: OK, no problem. Here are the copies. When can I come to collect the tickets?

> % > W

: In two days. What information should be mentioned when booking a plane ticket as soon as
we get a reply from China Southern Airline, I’ll give you a call. May I have your name and
telephone number, please?

: Mary Li. My phone number is 13912345678.

: Thank you, Ms. Li.

: You are welcome. Bye.

: Goodbye.

> W > W

Notes

1. Hainan Sea Breeze Travel Agency 1 5g HB XU ) i1 T4t
2. China Southern Airline H [EFg a2\ H]

3. first class kZ5HE

4. economy class ZFHE

5. airline fiiBF

6. passport 18

Conversation B  Room Reservations

Word Bank

contact /'kontaekt, kon'tekt/ vr. {[FHEfik n. $Efh, BER
reservation /reza'veifon/ n. %y, Fiil; (£

available /a'veilobl/ adj. HRLWI, FIFSHY; ATAIHL; 25 HEY
prefer /pri'fa:/ vi. B3K; & vt BEk; TR

Scene: Mary has booked the air tickets for her guests. Now she is in the office to reserve rooms
by phone.

A: Good morning, Sanya Hilton Hotel. How may I help you?

B: Could you please help me to contact the reservation department?

A: OK. Hold on, please.

(Five seconds later...)

C: This is room reservation. How may I help you?

B: I am a tour guide from Hainan Sea Breeze Travel Agency. I would like to book some rooms in
your hotel.

(%)
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: Great. Which dates would you need?

: From October 16th to 19th.

: OK, so they’ll be staying for three nights?

: Yes, three nights.

: How many guests are there in the party?

Ten.

: What kind of rooms would you prefer, double or twin rooms?

: Twin rooms, please. So there should be five rooms altogether.

: Could you hold on, please? I'll check if there are any rooms available for those days. Thank
you for waiting. We have rooms at RMB 1,000 and RMB 1,500. Which would you prefer?

: We’ll take the rooms for RMB 1,500.

: Certainly. May I have your name, please?

: Yes, it’s Mary Li.

: Would you please spell it?

: M-a-r-y L-i.

: Thank you Ms. Li. May I have your phone number, please?

: Yes, it is 13912345678.

: 13912345678. Is this your mobile phone number?

: Yes, it is.

: What time do your guests expect to arrive, Ms. Li?

: Oh, around 5:00 pm, I suppose.

: We are looking forward to seeing you then.

otes
room reservation & 5 HiiTEE
double room P AEFFBCA — KA R 5 (8]
twin room 5K A R A9 XA [8]

Part I Handling Complaints

A Delayed Flight

Word Bank
attendant /o'tendont/ n. RS A G, & FEM

in

clement /in'klemont/ adj.( KX) JEHH) (WNFELH), HEMNE)

spoil /spoil/ ve. 3K, FEER; 8- FFHE
shuttle /'[atl/ n. 354, K% (FERRZFRIETT)

-



BNVINME Preparations for Meeting a Tour Group

Scene: Mary (M) is seeing Harry (H) and Jack (J) off on the airport. They are checking in at the

airport for their flight to Beijing.

C check-in attendant

H: Hello, Mary. My friend and I have tickets for the 9:30 flight to Beijing.

M: Let’s go to ask the check-in attendant about it being late. Hello, Ms. The two gentlemen will
take the 9:30 flight to Beijing, but the plane has not come yet. Can you explain this?

C: Okay. Let me see... Oh, I’'m terribly sorry but it seems the flight has been delayed due to in-
clement weather.

H: Are you serious? Oh, Jack, this spoils all of our plans!

J: Yes, it would seem that way. Tell me, Madam, when will the plane be ready for take-off?

C: Well, it could be as soon as within a few hours, or as late as tomorrow morning. Unfortunately,
it all depends on Mother Nature.

H: Hmm... Don’t suppose there are any other flights to Beijing we could take, are there?

C: I'm sorry; all flights to north China have been grounded until the weather clears up. However,
because we’re so sorry to cause you this inconvenience, we’d like to offer you a room—free
of charge of course—at the Holiday Inn.

J: Isn’t it far from the airport?

C: No. It’s just down the road and you’ll be able to at least put your feet up and relax until the
plane has been cleared for take-off.

J: Well, that does sound nice. But it’s up to my friend. Jack, what do you think? Should we stay
here or go to the hotel?

H: (to the check-in attendant) You’ll contact us as soon as the plane is ready, won’t you?

C: Of course! We’ll even send a shuttle van to pick you up.

J: Well, we’ll have to call our friends in Beijing and tell them we’ll be arriving late.

C: I’ll contact the hotel. In the meantime, why don’t you gather your luggage and head to the
front gate downstairs? 1’1l have our courtesy van take you to the Holiday Inn.

H: Thank you for all your help! Your job must seem rather thankless at times. You probably have
a lot of angry passengers complaining and griping right about now!

C: Yes, but it’s all part of the job! Thanks again for your understanding, and I promise to call you

as soon as possible.

Listening
Direction: Listen to the passages carefully and fill in the blanks with the missing infor-
mation you have heard from the tapes.
1. What are the main obligations of a guide?
(1) Arrange the itinerary and _ 1  according to the contract signed between the travel agency

and the tourist.



(2) Arrange for meals, accommodation, transportation, shopping and _ 2 for tourists, in col-
laboration with the national guide and tour leader.

(3) Provide guiding services for the tourists and introduce the local culture and tourism resour-
ces.

(4) Ensure the security of the tourists’ property and their 3

(5) Cooperate and work with various service departments to solve problems during the journey.

(6) Report tourists’ opinions and suggestions to the travel agency and arrange meetings for on-
tour 4

2. What are the major differences of their obligations for a local guide, a national guide and

a tour leader?

(1) The tour leader, also referred to as the tour escort in Central America, or tour conductor in
Japan, is assigned by the travel service to escort the 5  tour group. He escorts the tour
group all the way from the origin country to the destination country until they come back
safely. He supervises the contract obligations of the local travel agency in the destination
country.

(2) The national guide is assigned by the travel service at the tourist origin. He is in charge
of the _ 6 work for the tour group who travels to the destination, supervises the imple-
mentation of the contract by the local travel agency, and take tourists back safely to the
origin.

(3) The local guide is assigned by the local travel agency. He meets the tourists and provides the

local guiding service including sightseeing, transport, accommodation, 7  and so on.

Part I Practice

[. Task One: Questions and Discussions.
1. How do you use polite sentences in booking?
2. Besides booking tickets and rooms, what are some other preparations?
3. How do you make a good tour preparation?
4. How do you (the guide) deal with guests’ complaints about delayed flights?

[[. Task Two: Language Practice.
1. Put the following into English orally.
1) I would like to book rooms in your hotel.
a) WAHIT—HAE],
b) FARFT = 5K T
¢) FAEHUTIXH 165 X =W HHLEE,




