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Part 1 Work Procedures of Guide
Service

Unit 1 Pick-up Service

After learning, you should be able to
® Know what the tour guide should do to pick up the guests and ensure that tour
members obtain the maximum enjoyment and satisfaction from the tour.
® [ earn to make a welcome speech.
® Master the skills, methods, the useful phrases and sentences to communicate with
tourists in the guide service procedures.

Lesson 1 Meeting at the Airport

SWarmup

Read the following questions and discuss with your partner.
® Do you know the meaning of these words? Guide, tourist group, travel service and tourism.
® What are the China’s rich tourist resources? Can you give some examples?

domestic flight [E A A%
entry visa ANL&IE

Welcome to China! ¥ 3% & 5 & !
You all need a good rest first. Rl E & FE

flight number fi¥E 5 FiFk B —T,

customs formalities ¥ X F 4 Shall I help you with your luggage? EF &
duty-free shop .84 J& KA EITE?

passenger coupon K & BX The shuttle bus is just waiting in the parking lot.
airport inquiries  AL3% 7] L & BEFEEFEHER.

baggage claim card {7 Z A4 HE

group visa E{RLIE

delegation n. X3k H

Did you have a good trip? % 747 Hrtk "5 2

You will have plenty of time to see many
interesting places in China. #&¥ A 7o#8 Yy Bt
[E] & 2| ¥ B ¥ & A e
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® The meeting or greeting at the airport is the first touch between a guide and his or her
guests. A guide is likely the first face that the guests will see in a foreign destination.

The tour guide is not only the representative of the travel agency, but also the image of
a tour destination. What he or she says and acts helps guests to shape their first

impression, which may determine whether the tour will be a pleasant one or not.
® A favorable initial perception of your greeting is the most important stage in winning

the confidence and respect of your guests.

Scene: In the airport lobby, Li Ming, a young tour guide from the China Youth Travel Service, is

greeting a tourist group from the United States headed by Mr. Jones White.

: Excuse me! Are you Mr. White from Los Angeles?

: Yes, I'm Jones White.

: Nice to meet you, Mr. White. I'm Li Ming. I’m your tour guide from the Youth Travel
Service.

SN

: Nice to meet you, too.

: Welcome to China! (Li Ming shakes hands with Mr. White and other guests.)
: We’re so glad you’ve come to meet us at the airport.

: Did you have a good trip, Mr. White?

: Yes, quite pleasant. But we feel a bit tired after the long flight.

: Yes, you must. You all need a good rest first.

sz g0 =

: Nevertheless we are all excited that we’ve finally arrived in the country that we have
been wishing to see for years.

e

: You will have plenty of time to visit many interesting places in China. Is everyone in
the group here?

: Yes, a party of twelve. We have six ladies and six gentlemen.

: Good. Can we go now? Shall I help you with your luggage, Mr. White?

: No, thanks. I can manage.

: Please follow me, ladies and gentlemen! The shuttle bus is just waiting in the parking lot.

: That’s fine. Hurry up, guys!

regrgC <

: This way, please.

Notes:
greet v. W
tour guide 3%
the China Youth Travel Service ¥ E & FkiTH
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luggage n. 172
shuttle bus 3%, #EEF
parking lot 1% %37

Scene:

At the airport, Li Ming, a guide from the China Travel Service, is meeting a tourist party
from the United States headed by Mrs. Hunt, whom Li Ming has not met personally, but
about whose arrival the Travel Service has received notice beforehand.

L : Excuse me, are you Mrs. Hunt from the United States?

T : No, I am not.

L : ’m sorry.

T : Never mind. Look! Mrs. Hunt is over there.

L : Are you Mrs. Hunt?

H : Yes, I am.

L : Oh, Mrs. Hunt, glad to meet you. My name is Li Ming. I’m the guide from the China
Travel Service.

H : Hi, Mr. Li. Thank you for coming to meet us. (They shake hands.)

L : Welcome to China, Mrs. Hunt. Did you enjoy your trip?

H : Not too bad. But we are later than expected. Our plane was delayed. We ran into a
storm. We were held up for several hours at the airport.

L : Well, you’ve arrived safe and sound. Nevertheless, it’s a long trip. You must be tired.

H : Yes, I’'m. But I’ll be all right by tomorrow and be ready for sightseeing.

L : T hope you’ll have a pleasant stay here.

H : Thank you. I'm sure I will.

L : Now, let me take your suitcases.

H : Thanks. They are a bit heavy. Oh, don’t take them both. I can manage one.

L : Okay. ( to Mrs. Hunt and the rest of the party ) Shall we go then? The coach is outside.

Notes:

airport lobby #l3F AT, HLFHKEE

the China Travel Service  E jK4T 4t

holdup JER; X &, X#; E7F, #H,; ##
sightseeing n. WA, #HK

suitcase n. FRH

coach n. A%

Exercises:

L.

Fill in the blanks with the words given.

hotel suitcase meet pleased guide
welcome baggage waiting
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A : Excuse me, are you Mr. Davis from UK?

: Yes, I'm Mark Davis.

A: Oh, Mr. Davis. I'm very glad to meet you. My name is Zhu Lan. I’m the _ 1) from
the Beijing Travel Service.

: Hello, Ms Zhu. Thank you for comingto _ 2)  us.

: _3) to China, Mr. Davis. How was your trip?

: Fine. We had a very pleasant flight. Let me introduce to you, Miss Tyler, my assistant.

=~

= > =

She is in charge of the daily affairs of our tour party.
: How do you do, Miss Tyler? I'm __4) to meet you.
: How do you do? I’'m pleased to meet you, too.
: We’ve made reservations for your party at the Hong Kong Garden _ 5) .
: Thank you very much.
: Shall we go to the hotel now? The shuttle bus is just __6)  outside.
: Fine.
:Your __7) will be sent to your rooms in the hotel.
: That’s good.
: May I help with your __8) , Mr. Davis?
Role-play in small groups according to the situation below, referring to the above

>R ® e E PO P

[ ]

situation.
At the airport, Li Ying, a guide from the Travel Service, is meeting a tourist party from the
United States headed by Mrs. Black, whom Li has not met personally. Work with your partner to
give a whole presentation.

2 Reading i

Meeting & Greeting Services

To be a guide, you should know that it is very important to create a favorable impression
and initial touch, which will give you every chance of a successful tour.

As the first step, you’ll want to keep in mind the following important guidelines:

Prepare to Greet. Calling ahead to check on the flight is an easy way to reassure yourself
as the arrival time draws closer. Reconfirm the time and flight number again two hours before
heading for the airport. You must show up at the airport at least 30 minutes earlier to give
yourself more time to arrange for uncertainties, for instance, guests arrive ahead of time.

Guide Equipments. As a tour guide, part of your duty is to make sure you’ve got all the
essential items you will need for your job: ID card, a flag of your company, placard with a
tourist’s name, etc.

Contact the Driver. Always maintain a good working relationship with the driver. Talk about
the itinerary with the driver in advance to ensure he will choose a most timesaving and reasonable
route on tour. Inspect the vehicle to make sure it is tidy and clean, especially the public-address
system is in excellent working condition. Straighten up seats and get each seat a trash bag. Keep in
mind the exact position where the bus is parked, so that guests could embark efficiently.
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Dressed properly. Being a greeter, you must be dressed in a manner that will not cause any
offence or embarrassment of your guests or any inconvenience when you perform your duties.

Prepared for Flight Delays. Airlines are susceptible to flights delay. Check information
about a flight change or delay constantly. Always be ready to cope with flight delays, and your
good service and humorous remarks can be able to alleviate the adverse consequences of delays.

Only after all the information is in consistence with the name list you were provided , can
you guarantee the group is the right one you are supposed to meet. Then promptly relay the
information to the driver so that he can get the coach ready. Wait patiently until all the
passengers finish collecting their check-in luggage in the claim area. Time must also be allowed
for the guests to use the toilet upon request.

If time permitted, greet everyone with a firm handshake. In the case of a woman guest, it is
for her to take the initiative in handshaking. Ask them nicely if they have had a pleasant journey.

At times, it is not likely for you to have a social conversation with each client. Remember
to give each one an affirmative nod and eye contact as you say “Hello”.

Gather Guests and Luggage. Assemble the whole group and all the luggage in a proper
situation. Once the group is complete, remind the guests to count the luggage again, make sure
each passenger has the appropriate luggage, and double-check if it is intact and complete. Assist
guests to file a damage claim or missing property report. Claim compensation in case it occurs
due to the fault of the airline company. In the event their luggage does not arrive with their flight,
assist guests to report it to the Luggage Service Office, and then the airline company will do
everything possible to locate your luggage and return it to them promptly. And its agent will
contact the guests when the luggage is located.

Before Boarding. When boarding the bus, you should offer special assistance to those
passengers with much luggage or those who have difficulties moving around, especially those
with disabilities. Get another head count politely and carefully. Then announce departure and
instruct your bus driver to get moving.

Deliver a Welcome Speech. If guests don’t know each other yet, encourage them to get to
know each other as well as get to know you as soon as possible.

As we all know, arriving in a foreign country by air, train or cruises can be considerable
confusing. It would be very nice to be met and greeted right at the airport, wharf or on the
platform by someone who speaks the same language as you, knows your name and is ready to
help you orientate yourself. Therefore, understanding the importance of meeting and greeting
services will surely help you to provide the best possible services.

Even for those passengers only requiring meeting and greeting services, still you must be
punctual, prompt, patient, smartly dressed, and providing assistance to all the customers in a
courteous, consistent, professional, timely and efficient manner.

In a word, poor greeting never ends in a good way, while impressive and receptive services
are a successful debut, through which a guide can establish a positive and sustainable
relationship with his or her guests.
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Notes:

create v, Bl

favorable adj. FF|H#y; R

impression 7. B R

reconfirm v. F#A

uncertainty n. % €

in advance it

destination n. B 3

image n B, FE; HR

confidence n 210, HfE

itinerary n. %%

initial adj. &AW

reasonable adj. &, BLUH

excellent adj. 1£%t

offence »n R

embarrassment n. A

perception n. FAE S, BE

placard n. #ALHE

alleviate v. B%, &
Exercises:

1. Read the passage and decide if the following statements are true or false.

1) To be a guide, you should know that it is very important to create a favorable impression
and initial touch, which will give you every chance of a successful tour.

2) You must show up at the airport at least 2 hours earlier to give yourself more time to
arrange for uncertainties, for instance, guests arrive ahead of time.

3) You needn’t talk about the itinerary with the driver in advance to ensure he will choose a
reasonable route.

4) You should offer special assistance to those passengers with much luggage or those who
have difficulties moving around.

5) If guests don’t know each other yet, encourage them to get to know each other .

2. Translate the following expressions or sentences.

A.

1) dressed properly

2) deliver a welcome speech

3) gathering guests and luggage

4) RS

5) WL
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B.

1) To be a guide, you should know that it is very important to create a favorable impression
and initial touch.

2) Reconfirm the time and flight number again two hours before heading for the airport.

3) As a tour guide, part of your duty is to make sure you’ve got all the essential items you
will need for your job.

4) Always maintain a good working relationship with the driver.

5) You must be dressed in a manner that will not cause any offence or embarrassment of
your guests.
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HERRAEERITEETIHRELE, RBAUNLEEAVNITEDSRTRFALR. 54
A [ fTER —REFSFEEFEHK, FRGHFEF (—XABH) . 5HAERRF
EF, —WRTAFER. PELEIRTRARTFRIIAKBALR, HELWHHSF
AFI M R PR RRERA X RN HPETEELAR LR IEPIRT 4.

EARRFARAEKERE, ERIBRFAG, WEHROLERAANERITFRES,
FRLRZIELITER, AXFTRAEHFEF, TEFLEEEWARL. A 754K F
THREE, —XBh, FRFEF.

(4) RoEE, MBEERBAREFFFRITFFEED L, I FRTERER.
i LA, WIEEEEETT—MAEZALE, HFOEARE, L2 TALTHB.
wHEEEE, BB EshE, AL FEAK., FAAAREFLBE, 7T+5 3
I £

Lesson 2 Welcome Speech

2 Warm up ]
Read the following questions and discuss with your partner.
® Do you know how to make a welcome speech?

® What information would you like to include in your introduction of your country?

< Useful Words and Expressions |

travel n. FKAT

holiday travel J& R #&K4T

inbound tour N3 K i

out-of-season tour 3% % jK i#

hike n. T2

transportation n. A i

vacation n. R

leisure n. KA

We’ll do everything possible to make your
visit a pleasant experience. & 11# 38R 4 7

welcome speech & 3 7]
surname . ¥

tour leader i ¥ F 47 FA
time difference i
journey n. K, T4
visit v ZA

tour n. JRAT, WK, WA
package tour A, Y iK
sightseeing n. WX
sightseeing trip WA 5KAT
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1o /AT — B8 30 Bt Bk

If you have any problems or suggestions,

AT e AR E W, FREEFRRA.

bus. FHLRERMNAERS.
I hope you will enjoy your stay here. # # %

Have a nice trip in Beijing. L& E L7 IE

]
]
1
1
I
please don’t hesitate to let us know. WRME | LERELEIL.
|
1
1

Please do remember the plate number of our k.
2 Tips
® In the tourism industry, there are many occasions to deliver speeches, such as a

welcome speech and a farewell speech, etc.

This kind of speeches can roughly be divided into two types, the formal speeches and
informal speeches. The former are made often on occasions sponsored by government
organization, while the latter are delivered on occasions involving tourist groups.

The formal speeches are characterized by normality in language, standardization in
tone, official attitude on content, lack of flexibility in style. The informal speeches are
the opposite.

Those who often deliver this kind of speeches, formal or informal, should bear in mind
the following points of concerns. The language used should be clear, concise and easily
comprehensible; the content should be appropriate and cater to the cultural background
of the guests; the style should be vivid, lively and humorous so as to make the occasion
enjoyable to both the guests and the hosts.

A speech usually includes three parts: the salutation( such as “ladies and gentlemen”,
“Dear Guests”, “Dear Mr. Smith”, etc.); the content ( covers the purpose, subject) and
the concluding remarks to show the best wishes ( such as “I wish to propose a toast to
the friendship of us”, or “Happy and safe journey”).

< Dialogue

Dialogue 1

Scene: In the morning, Li Ming and Mr. Deng are at the airport.

L

D
L

: Good morning, ladies and gentlemen. Welcome to China. Allow me to introduce

myself. My name is Li Ming. I’'m a guide from the China Travel Service. And this is
Mr. Deng, our driver, who has had 10 years of driving experience. We’re glad to have
all of you here.

: Good morning, ladies and gentlemen.

: I’ll be with you during your five-day tour in this city and we’ll be at your service at any

time. We’ll do everything possible to make your visit a pleasant experience. If you
have any problems or suggestions, please don’t hesitate to let us know. The hotel where
you stay is the White Swan Hotel. It offers the best services in this city. We shall meet
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at the hotel lobby at 7:00 a.m. for our first visit tomorrow. Please do remember the
plate number of our bus. The number is 87654321. Thank you. We hope you’ll enjoy
your stay in this city.
Notes:

introduce v. N4

experience n. &%

suggestion n. F L

hesitate v. &

In the afternoon, Linda Wu and the driver are at the airport.
Good afternoon, ladies and gentlemen,

You are welcome. Allow me to introduce myself. My name is Linda Wu. Wu is my surname,
so you may call me Xiao Wu. And this is Mr. Liu, our driver, who has had 20 years of driving
experience. We come from the Guangzhou Travel Service. We are glad to have you here. On
behalf of our company and our colleagues, we’d like to extend a warm welcome to you all.

I’ll be your local tour guide during your four-day tour in this city and we’ll be at your
service at any time. We’ll do everything possible to make your visit a pleasant experience. If you
have any problems or suggestions, please don’t hesitate to let us know.

We have reserved two suites and eight twin rooms for you at the hotel. We shall meet at the
hotel lobby at 7:30 a.m. for our first visit tomorrow. Please do remember the plate number of our
bus. The number is 1234569. Thank you.

We hope you’ll enjoy your stay in this city.

Notes:
surname 7. %%
reserve v. il

Exercises :

1. Fill in the blanks with the words given.

minutes questions number stay introduce
driver

Ladies and gentlemen,

Welcome to ZJJ. Firstly, let me __ 1) myself. my name is Linda. I will be your tour guide
during your _ 2) in ZJJ. This is Mr. Wu, our _ 3) . Mr. Wu is a responsible and
experienced driver, so you are in good hands when riding in his coach.

To avoid getting on a wrong bus, we’d better remember the __4)  and the features of our
bus. The number is 12345. If you have any special interest, please let me know. My job is to
smooth your way, care for your welfare and try my best to answer your _ 5) . We highly



Unit1 Pick-up Service 11

appreciate your understanding and cooperation. Now we’re heading for our hotel — The Grand
House. It will take us about 40 __6)  to get there!
2. Role-play in small groups according to the situation below, referring to the above
situation.
If you are a guide, can you draft a welcome speech to a group of American tourists on
behalf of the travel agency at a reception party in a hotel?

Tourism

When we think of tourism, we think primarily of people who are visiting a particular place for
sightseeing, visiting friends and relatives, taking a vacation, and having a good time. They may
spend their leisure time engaging in various sports, sunbathing, talking, singing, taking rides, touring,
reading, or simply enjoying the environment. If we consider the subject further, we may include in
our definition of tourism people who are participating in a convention, a business conference, or
some other kind of business or professional activity, as well as those who are taking a study tour
under an expert guide or doing some kind of scientific research or study.

These visitors use all forms of transportation, from hiking in a park to flying in a jet to an
exciting city. Whether people travel by one of these means or by car, motor coach, camper, train,
taxi, motorbike, or bicycle, they are taking a trip and thus are engaging in tourism.

Tourism is a composite of activities, services, and industries that delivers a travel experience:
transportation, accommodations, eating and drinking establishments, shops, entertainment, activity
facilities, etc.

Tourism flourished in a climate of peace and prosperity. If properly planned, organized,
managed, tourism can bring understanding, appreciation, prosperity, and a better life for all that are
involved. Social and economic trends seem to favor long-term growth in both domestic and
international travel demands. Other factors are more long-term leisure, increased disposable income,
higher levels of education, and more awareness of other countries. Technological trends are also
favorable. Transportation equipment is now more efficient and more comfortable; hotel and motel
accommodations have become more perfect, attractive, convenient, and comfortable; and new
developments have given much more attention to environmental considerations. Tourism is generally
believed to have a positive effect on world peace.

Notes:

tourism n. FKi#F b

primarily adv. §%; EEH

particular adj. ¥ %

relative n. FE &

leisure n. Pk A

engage v. 55

sunbathe v. 3k H K&



