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UNIT ONE  Travel as a Product &
as a Service

Section 1.Oral Practice

1. Dialogues

3 Dialogue One
A travel agency clerk is answering a phone call from a customer.

Clerk:  Good morming. China International Travel Service. What can I do
for you? :
Customer ; Yes. I'd like to know if you offer any travel program to Tibet.
Clerk:  We do have such programs. May 1 suggest you our ten-day/nine-
night package tour®to Tibet? '
Customer ; Very good. What do you charge for it?7® :
Clerk;  The minimum price for such a tour is RMB 4500 Yuan. And all
prices are on a per person basis®. :
Customer ; Well, 1 see. What does the package include? :
Clerk: Tt includes a round-trip train ticket between Beijing and Tibet, five-
night hotel accommodation and daily hotel breakfast. When are you
planning the travel, sir? ;
Customer ;Not decided yet. Would you please send me a fax about the details?
Clerk:  No problem. May I have your fax number? '
Customer ; That’s 010-86625889.
Clerk:  010-86625889. Okay, you’ll receive our leaflet very soon.
Customer ; Thank you for your help.
Clerk:  Thanks for calling. Goodbye, sir.

offer [ 'ofa ] v. L BE

Tibet [ ti'bet | n. Pk

package [ 'pekidsz ] n. £ ;

charge [ tfa:dz] v W38, =l
minimum[ 'minimom ] adj. B/, BRI
round-trip [ 'raund'trip] adj. TEIRM,EEREY
fax [ faeks] . s R |
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[

package tour A,

detail | ‘

dizteil | n. 44

3 Dialogue Two
: In the office of China International Travel Service, one telephone

rings and a clerk answers it.

| Clerk;

Clerk -
Alice .

: Clerk
Alice :

: Clerk:

 Alice

: Clerk
Alice
 Clerk ;
 Alice
Clerk ;
Alice;
Clerk ;
: Alice ;

| Clerk:
Alice .
i Clerk ;

| Alice ;

' Clerk:

Hello, this is China International Travel Service. Can I help you?
Hello, this is Alice Parker calling. I am an agent of Explorer Travels
in the United States. I got your number from a friend of mine, who
went on one of your trips last year. I am calling to see if it is possible
to arrange a group trip with your Service.

Yes, of course. We're happy to cooperate with any foreign and do-
mestic travel agencies.

We have here a group of 15 people who want to visit several places
of interest in China for 20 days.

Yes, we can arrange that.

Good. But first of all, I'd like to know what kind of tours your Serv-
ice provides.

Our Service provides all kinds of tours, ranging from individual tour

to group package tour®

. We also offer specialized tours as cultural
tour, biking tour, camping tour, etc. ®
Excellent. It seems I have found the right person and the right agency
to cooperate with.
I hope so. When do you expect to come?
July 16th.
What about the group makeup?
Nine men and six women.
Their age makeup?
Between 25 and 45.1 can send you a fax on their personal data.
Great. What specific places do you wish to visit in China?
We would like to visit Beijing, Xi’an, Guilin, Shanghai, Hangzhou
and the Three Gorges.
OK. But are there any specific sights in each place that you would
like to visit?
I’m not quite sure. This is where you can advise us.
Where will your group disembark?
The group will disembark in Beijing and will also leave from Bei-
jing.

OK. I tell you what, Miss Parker. I will work out a preliminary
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t
itinerary and send it to you through fax. :
Alice;  Marvelous. Our fax number is 808-732-3386. My e-mail address is
parkerbec@ explorertours. com. What is the earliest time we can re-
ceive it? :
Clerk; Tomorrow afternoon.
Alice: May I know your name, please?
Clerk: Wu Ming, W-U, M-I-N-G.
Alice:  Fantastic. Well, Miss Wu, thank you very

much. I look forward to®

cooperating
with you.
Clerk: Thank you for calling, Miss Parker. Good-bye.

Alice:  Good-bye.

arrange [o'reindz] | v ZHE

range.[reindgj , v. WEHTEE

domestic [ do'mestik ] | adj. EHBY

individual [ iindi'vidjusl] | adj. AR, AR
‘sp‘eci:alized,['spefalaizd] | adj. L8, ARam ’
regional ['ridzonal] | adj. HEHTHEM, N@il’iﬂ@
,makeup [mexkAp] ' n. K '

advise [ od'vaiz] v I, B

disembark [ 'dlSlm‘ba:k]‘ v FEFENL
preliminary [ pri'liminori] | adj. AR, Wi
itinéxaxy [ai'tinorori] n B8 ‘
marvelous ['mdivalés] o led (m’%’:)ﬁﬂﬁT .,
Sfantastxc [faan taasnk] lodi (D%)’F&ﬁ EI’} %ﬁ}fﬁ]
place of interest =~ REam .

2. Class work

& Role-play :

Work in pairs. Take turns to act out the roles in dialogue one and dia-
logue two. '

M Brainstorming :

Suppose you work for a travel agency. List the sentences that you are
possible to use when answering a phone. 5

& Discussion

What do you think is the proper telephone etiquette?

3. Notes to the dialogues
@D package tour M iR
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Section II ; Reading

R IR W SR 4 B I T BRI BT 46 B BORF 2 R 4 hik o 3% I T

RHARATAL , i SRAT AR R e T B AT 4 IR R L 1 e U
| HERRBER P 1T RS R, RIS E R R
RN IR Y MR MR R .

: @ What do you charge for it? R EMN L /17

charge sb. for sth. [m3 A ZBEI0 %%
5|41 : The restaurant charged us 100 yuan for the wine. 2818 [a] Fo 4Tk

| BUT 100 STHTEK 57 o

i (3 And all prices are on a per person basis. BT & IS ERLLA RS,
@ Our Service provides all kinds of tour, ranging from individual tour
to group package tour. ATk T4 24L& Rk ¥ I B , I 8% Hi o B B
MR

individual tour B Z k%
range from sth. to sth. M\-----F]----
#40 : The prices of the dishes range from 5 yuan to 100 yuan. 3¢ 54 4+

A S TEE) 100 R,
(® We also offer specialized tour as cultural tour, biking tour, camping
tour, etc. RATERBE AL Z IR . BITEZ IR BE Z IR R AR

specialized WE B R “FRHRHEARN, T 1M, FHEKN”, 5 specific

AURR, specific B Ry, BLAKEY .

%40 : He uses a specific tool for each job. 45— R R 9 THEHLER

EMEEMTH.
® look forward to HifF, BiE

40 : We look forward to your arrival. IR JRAREH BBk,
FEEENE, XEK to B4, MR BERED BHEERTE, 0 5

T #3178 F 3h 4 8l FE X, B look forward to doing sth.

#l4n . We look forward to seeing you again. i THI 2 Bk L34,

3 Travel as a Product and as a Service

Industries generate either products or services. The garment industry makes

products, such as suits, dresses, shirts, blouses, and other items of clothing. The
health care industry, for its part, provides services, such as the diagnosis of ill-
ness, the relief of pain and discomfort, and the setting of bones.

Some authorities say the travel industry provides products, while others

say it provides services. Actually, the travel industry provides both products
: and services.
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Almost all products are tangible, that is, they can be seen and touched.
They have weight and occupy space. Televisions, furniture, clothes , and ap-

pliances are all tangible. The travel industry produces a few tangible products

such as food and beverages. However, most of its products are intangible ,

that is, they cannot be seen or touched. Intangible travel products include a
flight on an airplane, a stay in a hotel room, a ride on a bus, relaxation on a
warm beach, a reunion with family members, fun at a nightclub, a view of
the ocean, and much more. None of these things can be weighed or measured
or stored in a room. Unlike an old car or a washing machine, travel products

exist as experiences.

A service industry has three special characteristics. First, its employees
perform actions that benefit or serve customers. Second, its employees are

professionals. They are expected to perform their duties with a high level of

expertise and to be able to give their customers information and counsel®.

Third, a special attitude or relationship exists between the employee perform- :

ing the service and the customer receiving it. Clearly, these three characteris-
tics describe much of the travel industry.

Members of the travel industry provide travellers with benefits. They

help to plan trips, transport passengers to their destinations, arrange places to

stay, and much more. Travel professionals are like other professionals. Just as

a lawyer gives you legal advice and an accountant offers you financial guid-

ance, the travel professional is able to provide the travel products and serv-

ices that best meet your needs. Doctor-patient, lawyer-client, and teacher-

student are familiar professional relationships. In the travel industry, the rela-
tionship is host-guest, with the travel professional as the host and the travel-

lers as the guest. This relationship assumes that the host will focus attention

on the needs and welfare of the guest and strive to make his or her travel ex-
perience happy and rewarding®. Travel professionals must maintain this rela-
t10nsh1p if they want customers to return.

[ for one’s part adv. A)}éw
| diagnosis [ |daiag'nousis] n. 1}%& 1

| relief [ ri'lizf] n. (&SN i !
| tangible [ 'tzendzobl ] adj. HIER, vl kB

| intangible [ in'tendzobl ] adj. IEWI, XELABA T /Y

| expertise [ jekspa'tizz ] n. B THRB(H1R)

| counsel [ 'kaunsal | n &

| destination [ desti’ncijwr}: n. BE9HL !

\ pmfessmml  pra'fefonl ] n. '{i‘ b A G !
|

| guidance [ 'gaidons ] . 3‘ . u? L#
; fu}ﬁli{ful’ﬁ}j ) 5
| maintain [ mein'tein |
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 Section ITI; Additional Tnformati

Notes

(D They are expected to perform their duties with a high level of expert-
: ise and to be able to give their customers information and counsel. A {18

BT R AR Tk B RS BUE 55 0% L RE B N B & R A5 AR L,

be expected to do WRIFEMIEE
expect 5 |3 Ah #3354 4 look forward to %‘Kﬁ“%ﬁf#"ﬂ@ﬁ%’ JEE X

AR, expect FA — i MUEH IR , 5 S PEBER, T look for-
 ward to REFUEIRBL RO IR

%140 : She is expecting a letter from her mother. b 7E 25 32 B Sk(S .
The children were eagerly looking forward to the party. Z F{ 124 #s

BEERS,

: @ This relationship assumes that the host will focus attention on the
needs and welfare of the guest and strive to make his or her travel expe-
. rience happy and rewarding. XF X RBE EASKEEANEES S
BB ARAT R R X

assume RE, LR
540 : Assuming that his story is true, what should we do? & EfhiiE

R, RIS A9

focus on R (FER . K) Froeere
4N : We must focus our attention on urgent problems. . 1 2

R BRFLL.

strive to IEHE F1, Prér ik
{540 : The hotel is striving to improve its public image. X 2 jE 5% /148

B AR,

RIEEN—F A B R TR, BREA WS ARTOHBEE T,

LR T TR AR AL B T L R FRE R, FER
R R TR E R ESR R E—T, B R E
B EERERR.

™' Answer the telephone promptly, within three rings if possible.

B Listen with your right ear on business calls. Your right ear is con-

™ Start each call by stating your name and position.

Guide to Telephone Behaviour

nected to the left (logical) side of the brain.
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& Listen. Try not to interrupt.

her know you are listening.

got the correct message.

%% Find out the caller's name and use it in the conversation.

‘™ Concentrate. Don't attempt to do two things at the same time.

‘™ When the caller is speaking, make “continuity noises” to let him/
‘™ Make notes and read them back to the caller to check you have
& |f an incoming call is inconvenient, explain why, take the caller's

name and number, and offer to call him/her back.
& Always smile into the mouthpiece. It shows in your voice.

Section IV ; Exercise

© Match the sentence halves.

1. If you need any further details

2.1 can put you on the waiting list
and ring you

3. The line’s busy at the moment

4. If you give me your number
5.'m afraid she isn’t here at the
moment

6. I'm sorry.

® Write as many adjective words as possible in the block to describe
the possible experiences you may have in the following tourist at-

tractions,

ﬂistoric buildings anﬁ

sites

A. Will you hold?
B.I'll call you back.

C. please do not hesitate to
contact me.

D. if there’s a cancellation.

E. There’s no answer from
room 301.

F. Can I take a message?

( theme parks \

as a Service



