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Unit 1 Page 1 =12 Ao : get tour guide service; to help guests book tickets; to

help guests get travel information.

Unit 2 Page 13 —-24

Hotel Service

To help guests check in and check out'in a hotel; to help
to help guests get other
services in the hotel; to help guests understand hotel in-
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guests deal with emergencies;

Unit 3 Page 25 -36

Revision 1 Page 37 —43
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Unit 4 Page 45 —-56
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To help take a message when receiving a call; to help man-
ager check the order; to help have the machine repaired; to
help send an e-mail letter and write an apology letter.
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Unit 5 Page 57 —68 .
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. The Ideal Secre-
Unit 6 Page 69 —80
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Unit 9 Page 113 -124
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To help customers choose goods; to help customers learn
the qualities of goods; to help store convince people to buy |
goods; to help store write promotion posters and letters. ‘
To sell goods online; to help customers choose goods on-
line; to help customers get good online shopping service;

to help customers solve problems about online shopping. |

To learn how to deal with the hard customers; to learn how
to deal with customers’ complaints; to learn how to offer so-
Iutlons to problems to Iearn how to serve customers better.
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Warming up

@ Discuss and answer.

Can you tell me the place you want to go most and why?

Do you know anything about America?

What do you think of travelling in Beijing?

What is the most important thing when we arrange travel for the guests?
How to arrange a 3-day Beijing trip for a foreign guest?

How many places have you ever been to?

@ Read and remember.

=
¥¢ Can | help you? % :

¥¢ Would you like to travel by air or by train?

¥ Can you tell me the place you want to go most?
¥¢ How about a 3-day trip to Qingdao?

»¢ This is our travel arrangement.

¥¢ Do you have any other questions?

¥¢ Have a good trip.

¥ You are welcome.




“ Travel Arrangement

Listening and Speaking

@ Read the words and expressions. Which ones do you know?

prefer & # sk afford F A+7FA4 neither...nor.. . BL R -+ 4L, R -+
oriental # 7 # culture X1 travel agency %474t
flight ticket #.Z  packup 4réL

@ Listen and repeat.

Mrs. Brown: Do you have any idea about the
coming holiday?

Mr. Brown: How about going to Canada?

Mrs. Brown: Oh no, | prefer a warmer place.

Mr. Brown: Then how about Switzerland?

Mrs. Brown: We have been to Switzerland
many times!

Mr. Brown: Let me think... Mm, we can go
to Australia.

Mrs. Brown: I'm afraid we can’t afford Australia.

Mr. Brown: How about China? Neither too
cold, nor too expensive.

Mrs. Brown: Creat! We can go to Beijing and
Shanghai. I’'m very curious about
oriental culture.

Mr. Brown: Yes, | know your best friend went
to Shanghai last Christmas. But we
know little about the city.

Mrs. Brown: We can ask for help of a local
travel agency.

Mr. Brown: Sounds good.

Mrs. Brown: When can we leave?

Mr. Brown: Within a week. | will book the
flight tickets right now.

Mrs. Brown: And | will pack up.’




W Nofes:

e

holiday) . B # 3 #5 % 4% % 1 (climate conditions) | ¥ 7 4 & ( regional
:.' features) vA Z 3% 47 7 3 ( travel budget) .

( 3) Tick the answers.

1. Why doesn’t Mrs. Brown want to go to Canada?

C] It’s too warm. It’s too cold. 1 It’s too expensive.
2. Who will pack up for their trip to China?
[ Mr. Brown. | Mrs. Brown. | They both.

@) Complete the sentences.

= g 5 - 1

;
|

prefer 1. Mr. and Mrs. Johnson need two for their trip to
_neither..nor... i Beijing.
travel agency a 2. The place where Miss Li wants to go is Hangzhou
flight tickets N Beijing.
‘ ‘ 3. Miss Linda would a warmer place. %
4. A will help people arrange their travels. ‘
SRR LA S UL N S SR e LR RS IS ) <L

@ Listen and complete the dialogue.

| TR
, : § interest in Belll

— it some places ©
C. 'd liketo Vis!

D. How much does it cost?

Travel agent: Good morning, sir. Can | help you?
Mr. Brown: Yes,



Travel agent:
Mr. Brown:
Travel agent:
Mr. Brown:

Travel agent:

Mr. Brown:
Travel agent:
Mr. Brown:
Travel agent:
Mr. Brown:

UL | reaverarrangement

How long will you be staying in Beijing?

At least three days.

OK, we can arrange a 3-day package tour for you.
Good.

You can visit Palace Museum, Tian’anmen Square, the Summer Palace

and so on. They are the most famous scenic spots in Beijing. Do you
think it’s OK?

E i D L e, 1, D 8

About 500 yuan each, including tickets and 3 breakfasts.

Sounds reasonable.

No, thanks. | will call to confirm.

@ Pair work. Complete the dialogue.

Travel agent:

Mr. Brown:

Travel agent:
Mr. Brown: ...

s

KGRI RTIEE

Learing Tips, @GP

Hello! Beijing International Travel s
R -~
Agency. 5%&,75;#3:5”‘&%#*
This is Brown speaking. | want to fwifﬁ(packag?g\&ﬁ#:
confirm the tour arrangement. ﬁiﬁﬁr(;f ivate travel;l : gk
About the 3-day package tour? %ﬁﬂow p’ice)mt
OB R B flexibiey Porsie)

n
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Reading and Writing

@ Read the words and expressions. Which ones do you know?

‘go shopping X #4  arrange &#
tour guide %% requirement &£

@ Read the text with these questions in mind.

Travel agent: Good Morning, Madam! Can | help you?

Mrs. Brown: Yes, we’d like to go shopping next morning. Could you arrange a tour
guide who can speak English for us?

Travel agent: Yes. Do you have any requirements for the guide?

Mrs. Brown: Well, we’d prefer a girl, not more than 25. And of course, she must
know shopping places very well.

Travel agent: For how long?

Mrs. Brown: One day.

Travel agent: No problem.

Mrs. Brown: How much?

Travel agent: 350 yuan. You can write down your name and your telephone number
here. Our guide will call you later.



Mrs. Brown:
Travel agent:
Mrs. Brown:
Travel agent:
Mrs. Brown:

Travel agent:

.....

A

Travel Arrangement

By the way, can you book us two tickets from Beijing to Shanghai?
Yes. Plane tickets or train tickets?

Plane tickets.

When do you want to leave?

Next Tuesday morning if possible.

OK.

...........................................................................

RATALPTIRAR G T35 — A% 5 A B AP, B 4k F3%% (package tour guide) fofa A%

- #(private tour guide) o IIRFAE R A, ALA i A 1036 A 0BT
:,' FAAF IR S0 3+ B — A5 A B AR A ( busjnessmen) Fa9lE A A (foreign guests) ,

...........................................................................

Complete the dialogue.

Travel agent:
Mrs. Brown:
Travel agent:
Mrs. Brown:
Travel agent:

Mrs. Brown:

Travel agent:

Good afternoon, Mrs. Brown. (X REEBPLE).
Oh, thank you! The flight number is?

It's CA1501.

(At
OB L 4 K] 7 ;Zr:"g e @
Two hours and ten minutes. From ggﬁégf_gﬂy'gg#’ 5
8 :30 to 10 :40 next Tuesday morning. SER ( est’.:z& *, to.
Great! x (R (date ) < ;o ). Om
WARZD) 7 T

1,130 yuan each.

Extended Activities

@ Listen and answer the questions.

Mr. Brown: | want to know something about Shanghai.
Travel agent: OK. You can read this book, Shanghai Travel Guide. And you can also
ask me. | will be very glad to help you. -:.

Thanks. Can you tell me some scenic épots that are worth a visit in

Shanghai?

Mr. Brown:



PPz

Mm, there are many scenic spots, such as the Bund, Nanjing Road,

Travel agent:

Oriental Pearl TV Tower, Shanghai Museum, Yangpu Bridge...Oh, there

are too many. | think your trip will be quite rewarding there.

Mr. Brown:

Travel agent:

How about the book?

The book can give you a brief introduction about the city and detailed

information about these scenic spots. And it is illustrated with colorful

photos. | think it’s helpful for your trip in Shanghai.

Mr. Brown:

Travel agent:

Thank you. Can | take the book?
Yes, of course. The book is free.

the Bund, Nanjing Road, Oriental Pearl TV Tower, Shanghai Museum,
Yangpu Bridge 3% 4 L% % % % % (scenic spots) , 53 A shik B wIE KRG
PR AL LS8 o Al KM, ARAT AL — AR & A AR G4 @ (travel

i guide) , A4 & AAE th 47 A # (reference) , ;

1. What does Mr. Brown want to know from the travel agency?

2. What can Mr. Brown learn from the Shanghai Travel Guide?

3. How much does Mr. Brown pay for Shanghai Travel Guide?

<23 Complete the dialogue.

Travel agent:
Mr. Zhang:

Travel agent:
Mr. Zhang:

Travel agent:

Mr. Zhang:

Good morning. May | help you?
Good morning. | want to apply for
passports and visas.
Where are you going?

(3
12 BT3B R 7 ) -

(ZKmtE]) 7

Seven days.



Travel agent:
Mr. Zhang:
Travel agent:
Mr. Zhang:

Travel agent:

Travel Arrangement

Please look at the instructions and fill in the forms.
OK. How long will it take to get our passports and visas?

(CRZMEI) .

Thanks a lot.
My pleasure.

Read the passage and choose the best answer.

A Front Desk Agent of a Travel Agency

As a front desk agent of a travel agency, you must be studious. You must know

how to answer the questions from your customers. So, you should keep learning all

the time, not only about your own business, but also about some social customs,

history, geography and current events.

As a front desk agent, you should be
warm-hearted to your customers with smile
on your face.
feel comfortable.

As a front desk agent, you should be
patient. Maybe the questions asked by your
customers are very childish or maybe you
are very busy at the moment, but you can
not lose your patience. You can ask for a

workmate’s help if necessary.

This can make your customer

As a front desk agent, you must be careful. Carefulness is especially required

when you are dealing with the following affairs:

* Special requirements from your customers.

* Your customers’ list and their certificates.

* Your address book on which there are your customers’ telephone numbers.

1. What should a front desk agent learn except for his or her own business?

A. Social customs and history.

B. Geography and current events.
C. Both A and B.
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2. Your customers’ telephone numbers are on your
A. customers’ list
B. customers’ certificates
C. address book
3. When you are dealing with your customers’ list, you should be
A. studious

B. warm-hearted

C. careful
@ Complete the sentences.
1. A travel agent can recommend a to the customer because
it’s cheaper than private travel.
2. When requested, travel agencies can buy for the customer.
3. A travel agent can offer customers a so that they can

know better about the place they want to visit.
4. Travel agencies can help people who want to go abroad get a

and a visa.
5. Budget is an important factor when a travel agent is arranging

for customers.

Culture Corner

1. What is DIY travel?
2. What is the advantage of DIY travel?

DIY Travel

What is DIY travel? It refers to do-it-yourself travel. It means that travellers themselves
can arrange their travel route, travel time, and all the other matters during their travelling
without any tour guide and team leader. Nowadays this kind of travel model is more and
more popular among young people. According to a recent survey, over 80% of young
people prefer DIY travel to a group tour.

Why are they so fond of DIY travel? First of all, DIY travel gives travellers more freedom
and space. Second, some people don’t like being restricted. They want to select their own

10



