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Part One
Practice and Norms of English Tour Guide

Chapter 1 Receiving Guests

Simulated Dialogues

Scene 1 Receiving independent tourists at the airport arrival lobby
A = Local guide B = Mr. Brown C = Mrs. Brown

A. Excuse me, but are you Mr. Brown from Canada?

B: Yes, [ am.

A: I'm very glad to meet you, Mr. Brown. Welcome to Hainan! I am Liu Gang, your local

guide from China Youth Travel Service, Haikou Branch.

B: Hello, Mr. Liu! Thank you for coming to meet us. This is my wife, Susan.

A: Nice to meet you.

C: Nice to meet you, too.

A; Did you have a pleasant flight?

B: Yes, very pleasant. Thank you.

A: Have you got your luggage?

B: Yes, everything is here.

A . Our car is waiting in the parking lot. Shall we go now?

B: OK, let’s go.

A Can I give you a hand?

B: Oh, no, thank you. Susan and I can manage. You go ahead and we’ll follow you.
independent tourist #{% lobby K7, KE=E local guide HBFE
luggage F74%, KAH parking lot {5=% 3

Scene 2 Receiving a tour group at the airport arrival lobby
A = Local guide B = Tour leader C = Stranger
A Excuse me, sir. Are you Mr. David West from the US?
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: No, I’'m William Smith from Britain.

: I’'m sorry.

Never mind.

. (Asking another man) Excuse me. Are you Mr. David West from the US?

: Yes, I am.

. Nice to meet you, Mr. West. Welcome to Sanya! I’'m Wang Ling, your local guide

from CITS.

Nice to meet you, Miss Wang. How are you today?

. Fine, thank you. How was your trip, Mr. West?

. Great! We had a pleasant trip.

. That’s good. Could you tell me whether or not everyone from the group is here?

. Yes, we have 20 people altogether, including me of course. Well, ladies and gentlemen, this
is our guide here.

. Hi, everyone, welcome to Hainan!
How many pieces of luggage do you have?

. Well, we have 22 pieces in all. And here’s the baggage check.

. Thank you. T’ll ask the porter to take care of them. Shall we now go to the coach? It’s waiting
outside.

. Sure. Take the lead please. I'll bring up the rear.

. Thank you. Well, ladies and gentlemen, attention, please. Now follow me to the coach.

Yes, follow this little red flag, please.

tour leader/tour escort 4% A CITS : China International Travel Service 73 [E EFriciT4E

baggage check 17ZEHR porter 1AM T coach KEXKEKRE

bring up the rear BXfF

Scene 3 By the coach

>

o >

>0 p» 0

A = Local guide B = Tour leader C/D = Tour member
. Here we are, ladies and gentlemen. Mr. West, this is our driver Mr. Li.
. Nice to meet you, Mr. Li.

. Mr. Li is going to help us to put our luggage in the trunk.

. Well, ladies and gentlemen, look, our coach has a big belly here. Put in your luggage,
please.

. Excuse me, may I take my handbag with me?

. Yes, of course. You just need to put in that big case.

. I don’t want to be separated from my luggage.

. Oh, well, Madam, you’re not separated from the luggage. You’re just sitting over it. Trust
me, it’s safer here. Come! Let me help you to put your case in a nice place, Madam. Yeah,
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here you are! Good! Thank you, Madam. Get on the coach and find yourself a comfortable
seat.

D. Thank you, dear.

trunk  F7ZEFH belly HEE,H separate from 5---5rE

Useful Sentences and Expressions

Finding guests

1.

Excuse me, sir. Are you Mr. Andy Louis from Britain?
(Yes, I am, )

. Excuse me, Madam, but are you Ms. Lynn David from New Zealand?

(No, I'm Mary Gray from Singapore. )

. Excuse me, I'm looking for a tour group from the US. The leader’s name is Maria Cheney.

( Sorry, dear, we’re from the States, but our tour leader is a man named Jimmy Grade. )

Self-introduction

1.
2.
3.

I’m a guide from China Youth Travel Service, my name is ...
I’'m Lin, your local guide from CITS.
I'm your guide in Hainan, and my name is ...

Giving greetings

1.

How do you do/ Nice to meet you, Mr. Brown?
(How do you do, Miss Lin? /Nice to meet you, too. )

. How was your trip? /Did you enjoy your trip? /How did your trip go?

(Pretty good. We chatted and enjoyed the landscape the whole way. I like this country very
much. )

. Is this your first visit to Hainan? /Have you ever been to Hainan before?

(Yes, I have been waiting to visit this beautiful island for a long time. /Yeah. I once worked
in Hainan for three years. )

Confirming numbers of the tourists/luggage

1.

Could you tell me if everyone in the group is here, Mr. Williams?
(Let me see. Yes, we are all here. )

. Does everyone have his or her luggage?

(Let me see. Yes, everyone does. )

. May I have the baggage check, please?

(Here you are. There are 12 pieces altogether. )
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Moving out of the airport/railway station
1. Shall we move to the coach now?
(Sure. You go ahead and we’ll follow you. )
2. Could you tell the guests to follow my flag since it’s so crowded here?
(OK. You take the lead and I’ll bring up the rear. )
3. Our coach is waiting in the parking lot. The number is QiongA 88967, again, 88967. Please
try to remember it, just in case you lost track of us.
(OK. 88 ... Say it again, yes, 88967, 88967. Let’s go. )

Offering help

1. Your bag seems quite heavy. May I help you with it?
(No, thanks. I can manage myself. )

2. Pass your case to me, please. Let me put it in here.
( Thank you very much. )

3. Trust me. The case will be safe here in the trunk. Let me help you.
( Thanks a lot, sweetie. )

Role-play

Directions ; Read the following situations carefully. You will be divided into small groups of two or
three members and assigned one of the following scenarios for you to prepare. You may first
discuss the scene with your group members and then demonstrate what you would say and do in

front of the class. At last comments and suggestions can be given to each others’ role play.

Situation 1

A local guide called Lin Tao is waiting for a group of 22 people from Singapore at the airport
arrival lobby. Its tour leader is named Adam Pocker. Their last stop is Shanghai. Several groups
are coming out with their luggage. Not knowing which his group is, Lin Tao is about to:

> locate the tour leader and the group;

> introduce himself;

> welcome the group;

> help settle their luggage and show them onto the bus.

Situation 2

Three students are to play the roles of a local guide from Haikou OCTS ( Overseas Chinese
Travel Service), Mr. and Mrs. Winston Hill from the United States. The guide is holding an
identifying cardboard sign at the arrival lobby of Meilan International Airport. Mrs. Hill is at the
baggage claim area, while Mr. Hill comes to contact the guide. In the end, they join together and
go to the coach waiting in the underground parking lot.
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Guide’s Norms and Emergency Handling

. What should the guide do if he or she fails to meet the tour group as planned?

1) First, try to know why the tour group did not show up: whether the arrival time has been
changed, ahead of the plan, delayed or canceled, or the host travel agency fails to inform
of the itinerary change in time.

2) If the tour group arrives ahead of the plan, they might go to the hotel by themselves or
never show up. Possibly the tour coordinator on duty of this agency forgot to notify the
guide. of the change while the guide did not go to the rear-service section to reconfirm the

" reception plan before leaving for the airport.

3) In order to avoid a reoccurrence of the same situation and after understanding the cause,
proper measures should be taken accordingly.

. What to do if the tour group arrives before him or her?

1) The guide should make a formal apology to the tour leader, national guide and the guests.

2) The guide should tell tourists the real condition, say sorry and express the sincerity to serve
them well.

3) The guide should promise the tourists that this would not happen again.

. What to do if the tour group postpones its arrival?

1) First, the local guide should inform the restaurant and hotel of the change.

2) Then make a new arrangement of the hotel, dining, tour bus and so on for the next day.

3) Finally work out the new itinerary for the group and try to maintain the agreed visiting
items.

. What to do if the luggage does not arrive at the same time with the tour group?

1) Calm down the tourists first. Try to find out the reason ASAP. Generally speaking, there
are three possibilities: left it at the hotel of the last destination, lost on the way, or mixed
up after arrival with other tour group’s luggage.

2) Check the luggage pieces with the bellman. If there is not a mix-up, try to look for them at
the hotel. If found, have them delivered to the guest’s room soon.

3) If lost on the way, report the case to the Travel Service and let the luggage department
handle it.

4) Assure the guests that their luggage will be found and not to worry.

5) If the luggage cannot be found, the Travel Service or guide should tell guests and offer a
sincere apology.

6) Then report the loss to the related department and fill out the required claim forms according
to the international practice.

. What if the guide receives a wrong tour group?

1) Take the details of the tour group, check the tour code, name, number and the name of the

group leader, and try to find out the reason: whether it is the mistake of nationalities, tour
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number and number of tourists or AB group.

2) Find out the whereabouts of the host unit of a similar group and try to get in touch with
them ASAP.

3) If the tour belongs to the same host travel agency, the local guide should remain
unchanged.

4) If not, the local guide should make a proper change.

5) The guide should inform the guests of the situation and make an apology.

. What should the guide do if the tourist’s luggage is lost on the way to China?

1) Accompany the owner of the lost lnggage to the Lost-and-Found section of the entry airport
and go through the related formalities.

2) Fill out the lost-property claim form; inform the Lost-and-Found section of the tourist’s
name, telephone number and room number of the staying-hotel. And record the telephone
number and person-to-contact of the Lost-and-Found section as well as the address and
telephone number of the airline office.

3) Before the luggage is found, help the guest to buy some everyday life necessities.

4) Before the departure, help the guest to give the airline company the name, telephone
number of the host travel agency, national itinerary and name and telephone number of each
hotel on guest’s itinerary.

5) If the luggage is lost and cannot be found, the guest can claim it for compensation to the
respective airline company.

. How to work with a group that has encountered unpleasant or unhappy experience?

1) Take care of the tourists and try to know the truth. The guide should do his best to serve
them well by the itinerary.

2) Be mentally prepared to overcome such difficulties.

3) Personally contact all the host units and provide the best service in transporting, accommodation
and catering to redeem the reputation.



