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Preface

I am writing this to recommend the book Conversational English Course For Air
Passenger Services by Professor Lu Ping. I have reviewed the book thoroughly and am
able to state without hesitation that I believe it will be of great help both to teachers and
to students in any fields dealing with travel, airlines, reservations or hotel
accommodation.

This book is a welcome addition to a small but growing field of English for Special
Purposes, a technical field which aims to facilitate the training of non-native speakers
for specific jobs or career areas. Professor Lu has long had interest in and expertise in
this field, and he has now begun to bring together some of his teaching methods and
materials 1into textbooks. A very nice feature of this text is the use of realistic timetables
and fare information, such realistic materials make all technical language training more
useful and more believable for students.

In addition to extensive word lists and notes, Professor Lu includes extensive
dialogue practice in each of his units. This will make it easy for teachers to devise a
conversation-based teaching methodology rather than a more traditional translation and
grammar methodology. Professor Lu has a good ear for English as it is actually spoken
in the real world, and his dialogues are realistic and imaginative.

Printed materials for language training in the very technical field of aviation are
extremely difficult to find—both in China and in the United States. Partly this is due to
the fact that the potential number of users for such materials is small; partly this is due
to the difficulty of mastering the language of the content area. Conversational English
Course For Air Passenger Services is certainly a welcome addition, and it is to be

hoped that Professor Lu will now turn his talents to producing even more materials and
text book.

Dan Hinton

Director of Aviation Language Training
Sierra Academy of Aeronautics
Oakland, California

January, 2003



Foreword

English is the language of the international air transport industry. Mr. Lu Ping, with
over twenty years experience in teaching English at Shanghai Aviation Academy, has
written this book to meet the needs of students in the industry and I believe that the
book is a timely contribution to the aviation vocational and technical education in
China. |

The book outlines and describes most procedures involving passenger service
personnel and the general public. The dialogues and readings are supplemented with a
large amount of exercises and discussion questions thus enabling a student to master
the professional vocabulary, to use various structural patterns and to improve his ability
to communicate in English. '

I heartily recommend this book to all students of air transport industry and to those
who seek a career in it.
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Un

An
Airline Job

Part One Warming Up

Discussion
1. Discuss the following questions in pairs or in small groups and tell your partner what you
will do before the trip.
a) Have you any experience of traveling by air?
b) What do you know about the air travel?
c) What sort of things will you prepare for it?
d) Which do you prefer, traveling by air or by train (ship or bus) ? State your reasons.

Useful Expressions:
make a plan; get travel documents ready;
make a reservation; pack the things for the trip,

I prefer..., because...;
What appeals to me in ... is that...; J&lj M"ﬂ { '-Ae ijne} “:7.
Frankly speaking, I dislike... because...; vi. to.ad, Q[U
2. Airline designator codtf arglfigm used to refer to different airlines.
Example: MU refers to é{hjna astern Airlines.
CA refers to Air China.
CZ refers to China Southern Airlines.
3. Can you write out the following?



Part Two
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Airline Location Airlineclzzseignator
British Airways United Kingdom |  p/)-
Lufthansa 1 Grermon I LH.
Air France flI- "l ) EF _
American Airlines M/} . ,AA :
KLM Netherlands ké -
SQ
Unided  dnl: USA UA
Italy AZ
Hong Kong SAR, China PR. | CX
USA NW

Dragonair

Hk

Japan Airlines

Air Canada k.
Swissair G ,0[ )
Virgin Atlantic Airways vV A

Dialogues in Situation

e

HrErE2

Dialogue

Talking About an Airline Job

(In the street, David Brown meets his friend, Peter Jackson who works in an airline.)

Hi, Peter.
Hello, David! How are you doing?
Pretty well, thanks. And you?

Well, I'm getting along well with my present job, but I’ve had my hands full lately.

What keeps you so busy?

Booking and selling tickets. It’s the peak season for travelling, you know. We’re

up to our eyes 1n it.
You consume 7 lot of time, I suppose.

"‘..al"""_"--.____\‘

You're right. But, you know there are still many thmgs that have to be done by

hand.
Really? That sounds incredible.

F[_':'n' [(?e;l?bl]_ “I/J Z;JM‘%“
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B: Believe it or not, reservations are largely made by telephone.

A: Yes, many people use telephones and even the Internet as_a means of
communication. I 1

B: But you can’t imagine how many telephone calls we handi€ in a day. Most of them

are for general information such as flight schedules, 1:1'Sf:.r1ationi.,e aiz?,fff 3]

ancellations, baggage and other ground services. We ev Tav't -heai wftfﬂ e 'ﬂ)’fq

unpleasant calls from passengers with complaints against the airlines.

A: That’s a really tough job. L bkom pleint]

B: It certainly is! After reservations, we will meet the passengers who come to buy
tickets face to face at the ticket window—check relevant docu;aeng “like identity M

cards and calculate_the fares. It is qur duty to inform an interftation passengz:r 0

travel documents. L' ikael ki vler€).

They are passports and visas, aren’t they?

Exactly, including health ceniﬁcatey};ﬂgévgle s will_need for their journey.

You’ve done an excellent j?lg.elf I weré ?ém I glil _make a terrible mess of it.

You’re kidding, aren’t y(%? Ksalant] C""I) 278 Tt -

No. I really mean it. One needs a lot of patience. You mentioned the reservation

just now. I guess airlines must have a definite time to allow passengers to pick out

the flights. T et g oad;, AR A

B: You're right. Reservations are normally accepted months or even half a year in
advance. After the reservation has been made the passengers need to go to buy the
tickets. Otherwise it would automatically be cancelled at a certain time.

A: That’s good to know. By the way, what’s the difference between first class and
economy class?

B: Well, in first class, the passenger has more space. That 1s, the seats are arranged

farther apart so that he may enjoy more room for his legs. Furthermore first

class passenger receives more in-flight service than the economy passenger. But

the chief difference between them may well becgh_e c’C)r%ETflr§%§ass fares are much

higher than economy fares. The ticket agenttig ea'iafto ﬁgu@ out the fare only after

the passenger tells him the exact class of service fie intends to travel. .

A: That’s why most of the passengers prefer to fly economy rather than ég%ﬁsﬂ&s.

I wish to take the flight you recommend.

B: Our airline possesses an ever-growing fleet that includes the state-of-the-art
Boeing 747 airplanes, don’t you know? These sophisticated aircraft break travel
barniers by flying faster and further non-stop. Our commitment is passengers first
and the service best. Aboard our airline you are sure of the safety and comfort and
you can enjoy the genuine warmth and the charm that only our airline offers. You
will never realize the true life without flying our airline and you...

A: Come, come, that’s all for your ad. Anyhow, 1 will fly your airline.

R e
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Situational Practice
Create short dialogues similar to the one given above, using the following situations and hints.

1. Two friends meet each othér in the street by chance. They greet each other and then talk
about their jobs. Try to use the phrases given below.
This is a pleasant surprise. Fancy meeting you here.
Get along well with the airline’s work
Be up to one’s eyes in booking and selling tickets
Be busy with telephone calls: flight schedules, reservations, fares, cancellations
Deal with the complaints from passengers
Inform passengers of travel documents
Distinguish the class of service
2. One of your friends wants to fly with his family. As an agent you recommend him to fly
your airline. Try to use the following expressions.
We have jumbo jets B-747 that fly faster and further non-stop.
Passengers first and service best
Offer smooth service
Meals that please the eye as well as the palate
Safety and comfort

- {
[ Words in the Dialogue v
peak /pitk/ adj. &R |

| tough /tAf/ adj. MEXHAHEG
relevant /relivent/ adj. XN |
| kid /kid/ vi FFItE |
| automatically /,0:te'meetikali/ adv. BzhHE =
| furthermore /[ 'fo:09'mo:/ adv. M4+ MR |
l possess /pazes/ vt HWHEH |
fleet /fl:it/ n.  HLBA i
| |
|
|

state-of-the-art  adj. ALK FEH
sophisticated / so'fistikeitid/ adj. BLHRE
barrier / 'baerio / adj. FEHS

commitment /ka'mitmeant/ n &iE
genuine /dzenjuin/ adi. HEIEK
ad. = advertisement n | &

. . Sy S .

Notes
1. have one’s hand full JEH1T- #i: He had his hands full and could not take another job. 415
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o, wiEdETH 0 THE.
2. We’reup to our eyes in it. AT —HIC FiTZMEE,
3. Ireally meanit. ¥ HHN.
4. These sophisticated aircraft break travel barriers by flying faster and further non-stop.
XL RA WL CEER. HABEEEE, MR T S ieir KIS .
aircraft M= 4%; WAL (BREEHERED
boar ur airline ypu are sure of the safety and comfort and you can enjoy the genuine
Ld chmgntlft ongr our airline offers. — HIEAXR /N FIHIABE, BRITSHRIEER
ﬁ%%ﬂ RriE. BEZBMEMAK N RS TR FREMNE ).
6. Come, come, that’sallforyourad. 87, B . M) & 7T. come HIREFEE. &

RS, W: Come, John, don’tbe socross. 1T71, 2448, M EKBEST .
chorm Oharmv ady

e

Useful Expressions
Believe it or not 15 M5 AR to issue a ticket (passport/visa) _: Siu),
be up to one’s eyes in work 1T T4E FFE (BRPH/ZIE)
. a high time for harvesting W3k} to have one’s hands full JE% ‘I't
to do sth. by hand F T #1E the peak season for traveling i e e FE 4y
to make a reservation in advance (before hand) arushhour (LFEE) HIERE
.. > Ve Ion] . : ~.

mxirm L 1vez / J. to book tickets (make reservations) 1] &

to figure out 5 to deal with (cope with/handle) &b, ..

to inform (advise) sb. of sth. TN AFH class of service JRFBHH
to go (fly/travel) economy Ak I i AR

L "konam.'] .

Part Three Language Practice

l.  Substitution Drills
Look at the following sentences and read them as smoothly as possible, then do the same
orally with given phrases.
1. It’s our duty to inform passengers of travel documents.
a) our duty/offer the best service/the passengers
b) our custom/provide the passengers/with smooth service
c) your turn/check in your flight to Osaka
d) my intention/obtain an airline brochure
e) our obligation/make a rearrangement/delayed passengers

2. You need to go to buy the ticket, otherwise the reservation would automatically be cancelled.
a) take relevant documents with you/ in trouble during the trip
b) make inquires about flight schedule/unable to decide the date of leaving



