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(—) SBRBBNZIRBL= (The Global Concept of Tour Guide Service )

The global concept of tour guide service contains 7 meanings represented by the word
“SERVICE” with 7 letters. 47 53 Ijt 55 i) 2 BRAE &40 4 “SERVICE” — i tPi)-L AN B B
RILEE X

(1) S—Smile 5K, FifF 3 B XTRUFE PAMER 55

“S”, the first letter stands for “smile”, meaning that the tour guide should provide smiling
service. In other words, the tour guide is supposed to smile while rendering service to tourists.

(2) E—Excellent H} . {7 it SO 0I5 TAERR ISR L 6,

“E”, the second letter stands for “excellent” which indicates that service should be
performed in an excellent way.

(3) R—Ready HERUF. AT U 03NV HAT RGF Y T8l IR 5s B0, SR A f8cr o
U B T7 T HE 7

“R”, the third letter stands for “ready” which shows that the tour guide is constantly ready to
serve tourists.

(4) V—Viewing F1F. MFFARIEEE, ARBE ., AEHE K 0% 2 —mL
PR

“V”, the fourth letter stands for “viewing” which indicates that each tourist should be treated
as a distinguished guest with his or her special needs.

(5) IInviting HRES . TELEMILENR LS MERR, Qs b
FR FE TG ik 1 A R 55

“I”, the fifth letter shows “inviting” which means that tourists will want to return after he or
she leaves the city or the country.

(6) C—Creating €3 . HIXJ % Z AHHE FARRA R, FiF 7220 238 403 ] i
M ES. |

“C”, the sixth letter stands for “creating” which shows that the tour guide should create an
amiable and harmonious environment for tourists.

(7) E—Eye IRt. EHERKR, MEEH o Fikialk TRk itk , Dk
RO . BERH A AL By P ek e A 25 b o i A ) A

“E”, the seventh letter indicates “eye” which means that each tour guide pays a close
attention to tourists with keen observation, anticipates their needs and provides his or her service
in time which makes tourists feel that they are carefully and constantly concerned by tour guides.

EXETHRERMEBEMR
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(Z) SBERNEEES (A Tour Guide’s Main Tasks )

il L RAR IR FUFUE, BAZARATAERIR, AR AR AL S D SO S i R
FWANG . JhE, MRS RS, )7 5 T W4, R SA S, 5l
§ R #T G1%. BRFEX, BATHE ., SHRmE . U SANE. W
Wely . Weep iR, WEAKKH ., KEMZRME XL, %" 5 " a7 — 'K
Jo T —al, RNEHE . 18 TR LA R IR I . A L he A ) O A S
P47 AFR 07 M Escort, Escortf) 7 J&: Person or persons accompanying somebody for
courtesy sake. e 3 “Ff” IERFEE: Guide: person who shows others the way, esp. a person
employed to point out interesting sights on a journey or visit. & 7E i Ui L B h b AT S U7
A H—RARTRFRR . SUEELURNEEE 8 TAEXM R, LHs S0, 14 A
AFELETEIA, DL HRIEE Rz, . 17, U W, SO EEAES, DIIER B 1
MG, A E B R B8 H B BORRIFHE R IS A BL, AR AT [ Ta) S 32 A DA [
R R IR —Ze i) TAEABL

A tour guide generally dose freelance work which includes a wide range of tasks.

Firstly, his/her job encompasses a broad array of scope, such as providing some basic
services including meeting and seeing off, checking in and checking out, arranging food and
accommodation, providing on-tour service and promoting optional tour products, giving tour
advice, dealing with complaints and emergencies, doing pre-tour and post-tour job and so on. In
addition, tour guides act as educators, instructors and all-around experts in history, geography,
architecture, art and other interdisciplinary knowledge.

Secondly, a guide is the public face of a travel agency. He/She will help shape the first
impression to visitors. His/Her quality of service is as a matter of course conductive to the direct
promotion of sales of local tour products, in other words, tour guides make a great contribution to
increasing the income of foreign currency of an area. '

Thirdly, by working at the forefront of the travel industry and meeting people from all
over the world and with diverse backgrounds,.a guide acts as a goodwill culture ambassador to
foreign guests, and often fulfills the role of an unofficial spokesperson for the destinations which
they work for. It is therefore a guide’s responsibility to facilitate foreign tourists to enhance their
understanding about China and eliminate prejudice against China.

(=) SEERSBRBVEARER (Basic Requirements for a Well-Qualified

Tour Guide )

(1) Smile f#Z%&.
( 2) Never say “no” to a tourist. NEXFHRIFEF L “AFT7,
(3) Comply with tourists’ reasonable requests immediately. X fifg i (1) & F B K 57 B IR
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(4) Take personal responsibility to get the answers to the tourists’ questions. tA EL i 77 Hb
[l 2 2 A ]

(5) Greet tourists with a warm welcome and wish our departing tourists a warm goodbye
and invite them back. PVEIIHE FINGA R —rlir %, FFUGRAA TRIOGIR .

(6 ) Use the tourist’s name whenever possible. /& 0] GEFRIEIFEE 1914 .

(7) Use English when speaking with tourists. F 1 5 i iiF & 22 I

(8 ) Wear an immaculate uniform at all times, including your nametag. 252 % il # 24
+.

(9) Escort tourists rather than just giving directions. A% 5 | B A G R iF 248 S ) .
(10 ) Be knowledgeable of your city and China to answer the tourists’ inquiries. | ff# /Rt

TERISTT AN eb AL, (12530 % i)

(11) Use proper telephone etiquette. {if FH AL (4 HL1% FH i

( 12) Know your role in an emergency situation. | fift' S 2500 F H O IR,

(13 ) Notify your superior immediately when you need help. 47554 By, RUp %
PRIy A (BT ).

(14) Develop a buddy system during a tour. £ 4 J& % 5 ARAF Y

(15) Create an atmosphere of teamwork both within and outside your travel agency. 7EJii
TN AN ST T BASVERG

(16 ) Strive for excellence. Never be satisfied with “good enough™. %% 7 4+ Bt 4Rk %,
A RAE— " Fo

(P0) B=XME (Simulated Conversations )

1. Dialogue 1

( I=Interviewer £\ A=Applicant Hif A )

A: Excuse me, I am Sun Lin. I am here about your advertisement for a tour guide. Are there
still any vacancies?

[: Yes. One more is needed.

A: Oh, I'm so lucky. I want to apply for it.

I: But do you have any relevant experience?

A: Yes. [ have been a guide for two years.

[: OK. Then I want to ask you some questions about the tourist guide. If there were an
accident, for example, a tourist fell ill, what would you do?

A: I think I will call the office to send someone to meet us, and escort that person to the
nearest hospital without interrupting our trip.

I: If one of them forgot a camera in a restaurant, would you let the tourist bus go back?

A: No. In fact, prior to their boarding the bus and their getting off the bus, I will make an
announcement to remind them that they should check their belongings.

I: Well, it seems that you have all the practical experience to handle these cases. I am very

ERETSRERME 2EMR



glad to welcome you into our company.

A: Thank you. It’s my honor.

A fRAF, RATME, BAA TN RBIFa0 ) Smokey, TR THD7

LA, 2F&E—%,

A, RRFET. ZBPFIANRE,

L A24R A 3X 75 o 64 2 55 7

AR, RAEEHFNFH,

L4F, RAPRIANA L FHGEM, SR BRI, W ANHEERT, KEZEAL
M7

A: RAAKRASIT B E DG RARE T EAN, PERMASREGER, RETITI
AT HRATIH R

L4 R A AJeAAPELE T JE, hE ik £18 = X7

A: Rath, FRRE, R LEFTEZRT, RASRBEENE SSRGS S,

L AR, ARGALEEF@FHGIIA ERE%. RIEFRERREAMNLE]

A, XAERMRE,

2.Dialogue 2

( I=Interviewer Fi A A=Applicant i A )

I: It says here that you graduated from Beijing Normal University with a major in English
Language and Literature.

A: Right. Then you may think that I am not fit for this job according to my educational
background.

I: Yes.

A: But I want to be a tour guide very much, because I like traveling and meeting various
kinds of people. So I took an evening course at Tourism School of Beijing after graduation and I
have gotten a qualification certificate.

I: So you must be an extravert? ‘

A: Yes, I always enjoy being with a group of people and chatting with them.

I: What do you think are the responsibilities of a tour guide?

A: A tour guide must be responsible for arranging and coordinating tour activities, and
offering service of transportation, accommodation, sightseeing, shopping and entertainment.

I: Don’t you consider it a hard work?

A: Hard but interesting, I think.

I: Do you have any experience as a tour guide?

A: Yes, I usually guided foreign tourists around Beijing when [ was in university.

I: Have you ever learned any other foreign languages other than English?

A: Yes, I have learned a little French and Japanese as well.

[ L@ st Rk T RIFE K FRIFET LT F L,

A3, ARTTREAA RN HEFT F R RES XN TAE,
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I. 249,

A2 R RRABYE -2 5%, BARIRRE, LERPEFEIAHGAITE, A
HVEEEMT AT HRBFEORR, MALCEERT AAIES,

I A RARAA S E A

A: 5F, RERF KK —ALWHE,

I RN A FH IR T A 47

A: A — & i B R Ao thifikiE £, FABRERBEE, BE, AL, BHHhf
B RIR S,

L AR RN A 3 2 — iy dEF F 50 T4

A: BAKFEDRAMR,

L AR A ey T2 %57

A, EXFHARETFASBHEFILLT,

LR T 345, REFE A 69957

A: Fid—kiE Ao B iE,
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#3-1 XBELIAS
SR ST H iy Bk Sl b A
1.Greeting Service (IHE/RS ) | 4 | RBHr. §ERE. MEHE | RIFEGEEIIE
2. Service En Route —on the way 3
1o the hotel ( H&TE% ) 6 |BUZEAE. BRI, fEpE | e
3. Hotel Check-in ( AJER% ) 4 |¥he. fEREHL. fmEdHE BT SEIEE
S5 | 4. Discussing the Itinerary e e .
Bt |( BT R R A ) i i
5.Food & Beverage ( #U&RS )| S5 | FWlotr. R @i | WERsc)E
6. Shopping ( Wg¥y k55 ) 4 | RO, R MEHE | KZ50NE
7. Entertainment ( 4%RfR %) 4 | FBHT. ERE. MERHE |HEESIE
8. Departure Service (X% %5 )| 5 |ifie. S, MEpE it Ui 338 S
Ll WHEARSS ( Greeting Service )
F3-2. HESE
Step Module Contents Teaching Methods Periods
o s Objectives of This Unit Task-Based 0.25
T jectives of This Uni ask-Base j
) Project-Based
il p—— Section 1: Leading-in Problem-Based Group Stud 0.25
S ‘ el
Case Study
Section 2: Meeting the Guests at the
I Training Airport < Case Study i
155 NAEBEVIIZE | Section 3: Learning Assistant Situational Simulation
Section 4: Enforcing Your Guiding Skills
>
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Step Module Contents Teaching Methods Periods
v Display Section 5:Role-Pl Role-PI 2
o ection 5:Role-Pla ole-Pla 2
IR ¥ d
Self Assessment
y | Assessment Team Members’ A t C icative Approach | 0.25
) eam Members’ Assessmen ommunicative Approac .
LEATTAN PP
Overall Assessment
y | Reflection Reflection of This Unit 0.25
eflection o s Uni J
BE5 R
Total |Six Steps Comprehensive Methods 4

(—) WEESS (Task)

According to the characteristics of the course plan, the teacher makes clear
about the task and analyzes the objectives and basic requirements of the task.

1. Objectives ( T&55% HAx )

The students will be able to

» master the basic words and expressions about meeting the guests at the airport.

» know the working process about meeting the guests at the airport.

> design and implement the working project under certain situation.

2.Focus ( #2FH5)

»> Enforcing students’ guiding skills by case study and situational simulation

3.Difficulties ( Zg=#ME s )

» Master the basic words and expressions about meeting the guests at the airport.

» Master the work process about meeting the guests at the airport.

(=) ZR#32 ( Construction )

Introduce relative words, tour guiding skills as well as the work process of

meeting the guests at the airport. Students should acquire relative information.

Section 1: Leading-in

1. Question & Answer
(1) What kinds of things should a guide take before he goes to the airport?
(1) the tour guide certificate

(2) the operation schedule of the tour group

8 | ERETERRAAELENR



= A¥#E (Inbound Tourism ) §

(3) tour banner/the flag of the travel agency

(@) copy of the insurance policies and various voucher( 2235 )

(5) travel schedule/itinerary

(6) loudspeaker

(7) the sign to meet the guests

personal belongings

(9) money

(2) What should the guide do before tourists’ arrival?

(1) check the arrival time

(2) contact the bus driver

(3) arrive at the airport or station half an hour earlier.

(@) wait for the group with a sign at a place where the guests can easily see you.

(3) What should a guide do upon the arrival of the tour group?

(1) Meet the tour group and check the nationality, group code, number of tourists and name
of the tour leader.

(2) Make sure that all luggage has been claimed and collected by the porter to transfer to the
coach.

(3) Lead the tour group to the coach and assist them in boarding. The guide should stand by
the door greeting the tourists politely and confirming the number of the group.

2. Discussion

(1) Miss. Li was assigned to receive a tour group from the United States this morning. She
arrived at the Xiamen International Airport on time. After all the tourists disembarked the plane,
she did not expect the arrival of her tour group. She met the tourists that are not her own. Later
she was told that her tourists have been picked up by another guide. What happened to her? How
could she avoid such an incident in the future?

(2) Mr. Su is picking up the tourists at Shanghai Pudong International Airport. All the
luggage have been claimed, but Mr. Smith's béggage is not found. Mr. Smith is so worried that
he is reluctant to leave the airport while other tourists are waiting impatiently in the coach, any

suggestions you can put forward to Mr. Su?

3. Case Study
How to Meet the Guests at the Airport?

<~ First, the local guide should greet the tour leader or national guide and extend welcome to
him.

< Ask about the flight.

< Ask if all members of his party are here.

<> Make sure that all the luggage have been claimed.

<> Lead the guests to the coach waiting outside.

>
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4. Professional Know-How
The Working Procedures of a Tour Guide
Meeting on Arrival

You should telephone the airport, railway station or harbor again to reconfirm the time of
arrival two hours before meeting, and then inform the coach driver.

(1) Arrive at the Meeting Sites on Time

You should arrive at the airport, railway station, or harbor half an hour before the schedule.
As soon as you get to the waiting room, you should liaise with luggage man immediately. And
tell him the name of the tourist group, the hotel they are going to stay, ETA at the hotel, and also
ask the luggage man about the approximate time when the luggage gets to the hotel.

(2) Greeting the Group

As this is the first time you meet the tourists, you should leave a very good impression on
them; therefore, you should be friendly, polite, and ready to serve and do things in an orderly
way.

(3) Liaise with the Group Leader

You should liaise with the group leader as soon as possible and check if there are any
changes for actual number of the tourists and travel programs, and then go to the porter together
with the tour leader to check the luggage.

(4) Give Self-Introduction

You should introduce yourself to the group and tell them that you’ll be their company during
their stay in the country or city and you are ready to be helpful to them.

(5) Lead Them to the Coach

Before going to the coach, you should remind them to take all their belongings. You should
stand by the coach to assist the tourists to get on, and count the number after they all get on the

coach.
(=) BESKHEEIZ (Training)

Train and enforce students’ guiding skills by different tasks and establish the
simulated professional scene of the traveling reception. Students simulate the work

process by performing the roles respectively.
Section 2: Meeting the Guests at the Airport

A local guide from Longyan Zhongyuan Internation Travel Service is at the Xiamen
International Airport. When a travle group comes he smilingly greets a gentleman, the tour leader.

(L=Local guide; G=Guest; S=Smith)

L: Welcome to China! Are you Mr. Smith?

G: No, I’'m not. I’'m a member of a tour group from America. Mr. Smith is our tour leader.

He is over there.

EXETHRERE B BEMR



