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Chapter One Receiving a Tour Group

@ Spotting a Tour Group

1.1 Background
Spotting tour groups is the first step in the guiding process. You should always check the

number of people with the tour escort or the national guide in order to make sure that no one is
missing. Then, count how many pieces of luggage the group have together with the tour escort or
the national guide and the porter. Make sure all the luggage is loaded on the luggage truck. If the
luggage comes in train, ask for the luggage claim card and give it to the porter,so that the luggage
can get to the hotel as soon as possible. Finally, you should politely and courteously show the
guests to the awaiting bus. Stand beside the front door and smile to everybody as they board the

bus. If someone needs help, please give him or her a hand.

1.2 Dialogue
Dialogue One
Scene: Zhang Lin,a tour guide,is meeting a foreign tour group at the airport.

T—Zhang Lin,the tour guide C—Mr. Cruise,the tour escort

-

Excuse me, but are you Mr. Cruise from China Smith Tour in New York?

]

Yes, I am. And you must be Zhang Lin, our local guide.

T Oh, yes, Mr. Cruise, I am Zhang Lin, your local guide from CITS, Shanghai Branch.
Welcome to Shanghai.

C How do you do, Mr. Zhang?

How do you do? How was your flight?

e |

C Very pleasant.

Part1 Spotting a Tour Group o



There are 22 passengers in your group. Is everyone here now?

Oh, some are still claiming their luggage. We’ ve got altogether 22 pieces of check-in
luggage.

We have a coach and a luggage truck waiting for us outside at the parking lot.

That’ s great. Let me see... Yes, everyone is here now. Your attention, please, every-
one. This is Mr. Zhang, our local guide in Shanghai. Please follow his blue flag to the
bus.

Hello, ladies and gentlemen ,my pleasure to meet you,follow me, please.

Dialogue Two

Scene: Mrs. Smith tells the guide that her luggage is lost,

T—Tour guide S—Mrs. Smith R— Receptionist

T Have you got your luggage now?

S Oh, sorry,not yet. When I went to claim my luggage, I couldn’t find it.

T Don’t worry. Let’s go to Lost & Found Office of the airport.

S Thank you.

( They go to the Lost & Found Office where a receptionist is busy. )

R  Good morning. What can I do for you?

T I’m the local guid.e. One of my guests lost her luggage. We’ d like to register here.

R If so, you should fill in a form. Here you are.

(After a while, Mrs, Smith finishes the form and hands it to the receptionist. )

S OK, that’s it.

R A red bag, medium-sized. There is no name tag on it. ‘A history book with your name on
the first page is in the bag. All right, I get it. I’ 1l ring you as soon as there is some in-
formation about your luggage.

S I’m looking forward to your telephone call. Thank you very much.

Words and Expressions

local /'loukol/adj. H ), MR

pleasant /'plezant/adj. - A N, GF73E

claim /kleim/vt. WIS, B

luggage /'lagidz/n. 72, BA

passenger /'pesindzo/n. RE, KE

attention /3'tenfan/n. R, ki, XB, EBH

check~in /'t fek-in/ wELL, GRTE HHF) Fick

register /'redzisto/vt. it

tag /teg/n. T

parking lot =21
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Notes
1* CITS Shanghai Branch # [ = PR AR 47 4t I ¥ 43 41, CITS J& China International Travel
Service H R, CTS &b [ i 4741 B9 2E 3¢ China Travel Service HI%E .
2. Welcome to Shanghai Wi E| i, B0 Welcome to China.
3. local guide b #y 3%, BN 5, 2F% A national guide,
4. How was your flight? 47 & & — B& 0T 1 2 7 LATA
Did you have a good trip? #RATHR I IR R 1 2
Did you have a pleasant trip? Jig 3 fiy PR AZ 7
5. to claim one’s luggage A (FLiE HY) T4
6. check-in luggage FEiEFT2E carry-on luggage Ffi £ 172
luggage H A YTE  baggage N FERNWIE , WAATHAA .
)17l :a piece of luggage — 4725 32 pieces of check-in baggage 32 HF¥Gia 1T
7. coach KFMRITIHE
8. Your attention, please. iHFIEE! LAl LA -
May I have your attention, please? I KZKIER, 15?7
9. fill in a form 3E3FE
10. There is no name tag on it. F[A¥AH HEARE,

1.3 Function Study

Identifying tourists

1. Excuse me, but are you Mr. Patterson from Britain?

2. Excuse me, is your name Mr. Patterson?

3. You must be Mr. Patterson, aren’t you?

Greeting tourists

1. How do you do?

2. Nice/ Glad to meet you.

3. How was your flight?

4. Did you have a pleasant trip?

Self-introduction

1. I am Zhang Lin, your local guide from CITS, Shanghai Branch.
2. Good evening, I am Wang Ming, your guide in Hangzhou.

3. My name is Wendy,and I’ 1l be accompanying you during your stay in Shanghai.
Responding to an introduction

1. T am very glad to meet you.

2. It’s a pleasure/ an honor/ a privilege to know you, Mr. Cruise.
Making a suggestion

1. Everyone is here. Shall we leave now?

2. Let’s get in the bus.

3. Please follow me to our bus.

CoPartt - Spotting a Tour Gmup:a



1.4 Word Bank

tour guide

superfine guide

senior guide

intermediate guide

primary guide

travel service

tour group

tour leader

agricultural tour
around-the-world trip
business travel

culture tour

FIT(foreign independent travel )
folklore tour

FTT( family individual tour)
honeymoon tour

internal travel; domestic tourism
special interest tour
guidebook

independent tour

conducted tour

outbound tourist
backpacker

free walker

circular tour

return journey; round trip
outward journey

package tour; inclusive tour
excursion

expedition

traveler’ s check
independent traveler

business trip

1.5 Role Play
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1. You are a tour guide from Beijing Comfort Travel Service. You are at the airport to meet

a tour group of 28 people by the name of China Focus 040718. The tour escort is Mr. Stan Co-
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R e

hen. The flight has arrived. +
1) Recognize your group and find Mr. Cohen.
2) Introduce yourself.

3) Greet your guests.
4) Check the number of people and their luggage. Show them the luggage truck and lead

them to the coach.

2. You are meeting a FIT passenger named Mr. Young from the United States at the railway
station. Recognize him and show him to the car.

3. Onme of your guests tells you that he lost his luggage, and you, the tour guide, accompany

him to Lost & Found Office of the airport.

@ On the way

2.1 Background
When everybody is on the bus, as the tour guide,you shall double-check with the tour escort

or national guide to see if everyone is aboard. Then, deliver a welcome speech to all the passen-
gers, including greetings, self-introduction,the driver and the route. You should always welcome
the guests to your city and ask them for any questions. Express your willingness to serve them
sincerely and honestly, and wish them a pleasant journey and an enjoyable stay in your city.

On the way from the airport or railway station to the hotel you should introduce the main
buildings attractions and scenes along the way. The explanation can also be interspersed with
comments on the local history, geography, population, areas, climate, culture, customs, cui-
sine, specialties and so on. When approaching the hotel, you should mention the name of the ho-
tel, class, location and any other distinctive features. As the bus travels at a fairly rapid speed,
with some of the tourist atiractions flashing by, the explanation shall be brief and concise. Of
course, you should get yourself well prepared for answering any questions that the tourists may
ask.

When addressing a speech to the group, in fact, during the whole guiding service, try 1o
look happy and pleasant. Always be as polite and charming as you can. Please always bear in

mind that the first impression is the most important.

2.2 Welcome Speech and Dialogue
A Welcome Speech
Good evening, ladies and gentlemen. On behalf of the CITS Hangzhou Branch, I would like
to extend you a warm welcome. Welcome to Hangzhou, “the Paradise on Earth”,
First, let me introduce myself. My name is Bao—B-A-O. In Chinese, it means “ protec-
tion”. So, I will protect you during your 3-day stay in Hangzhou. And you will feel safe with me,
won 't you? Our driver is Mr. Zhang, who is a veteran driver with over 20 years of driving experi-

ence. The two of us will try our best to make your stay here an enjoyable and pleasant one. Please
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feel free to let us know if you have any requests or suggestions.

The hotel you are going to stay in is the best one here in Hangzhou—the Shangri-La. We re-
gard it as the best one because it is best located, best operated and the most expensive one. Loca-
ted by the West Lake, the Shangri-La boasts the best view of the city. At the same time, it is a
beautiful Chinese garden itself with lush green trees and various flowers. It will provide you with
the utmost comfort you can dream of. And I am sure you will enjoy your stay there.

The drive to the Shangri-La takes about 45 minutes. And on the way, I’ d like to give you a

brief introduction to the city.

Dialogue On the Way to the Lakeview Hotel
Scene: Chen Jie, the local guide in Hangzhou, is taking Mr. and Mrs. Johnson from the
airport o the Lakeview Hotel, where the couple are going to stay for 2 nights.
C—~Chen Jie J—Mr. Johnson M-—Mrs. Johnson D-—Driver
C Now, we are driving to your hotel, the Lakeview Hotel. This is our driver,Mr. Zhang.
J How do you do, Mr. Zhang?
D How do you do?
M Is our hotel far from the airport?
C It usually takes 40 minutes. By the way, your hotel is a very nice 4-star hotel, located
on the east bank of the West Lake. If you are lucky, you will have a lake-view room.
J This is our first trip to your city. I was told it is a very popular scenic city.
C Yes. In China, there is an old saying which goes like this; Up in heaven there is para-
dise ,down on Earth there are Suzhou and Hangzhou. So, Chinese people consider Han-

gzhou as a paradise city.

M [ assume the city must have a long history.

C The history of the city can be traced back to over 2,200 years ago. You know, in Clas-
sic Chinese, the word “Hangzhou” means a piece of land in water which is accessible
by boat. Hangzhou saw its heyday during the Southern Song Dynasty, when it served as
the capital. Thus, Hangzhou is one of the six ancient capitals in China.

J What is the population of the city?

C The population is about 6 million including the suburbs. However, here in China, it is
only a medium-sized city. Now we have entered the downtown area. You will find the
Hangzhou railway station to your left. The day after tomorrow, you’ Il board a train to

Shanghai there.

Cf

The building looks very modern.

C  You may notice that we are driving from the east to the west and are approaching the
West Lake. Tt is called West Lake because the lake is located on the west part of the
city, surrounded by mountains on three sides, except the east. The east is the city proper.

M Oh, what a beautiful lake!

C Here we are, at the Lakeview Hotel. 1’1l ask the bellboy to take care of your luggage

and help you to check in.

Q‘ ‘Chapter One ' Receiving a Tour Groug:: : e, . e



J Thank you.

Words and Expressions

paradise /'peeradais/n. b e
protection /pra'tekfan/n. {33
veteran /'vetoran/adj. Z2HEEN, BEDH

o R, 2T, BHEROAN, BAFA
request /ri'kwest/vt. %;}’{ , B3R

n. R, B3R, BHE
utmost /'Atmoust/ n. B, B KXATEE, |

adj. WEE R, BiE
popular /'popjula/adj. WAE, AT, SXHR
accessible /zk'sesobal/adj. S, WE|A R
heyday /'hei,dei/n. BB BT R R B
on behalf of ‘ R
try one’ s best RA
Notes

1. Tt will take / takes... EFE A M FFHFELSE - R [T A S S

We will spend. .. doing something. {3 FFEIETHR (FRT) -+ -+ A .

2. to extend a warm welcome F{ L) #tF! #) ¥ 1T

3. the Paradise on Earth A _jB] K&

4. Please feel free to let us know if you have any requests and suggestions. R &HH ERK M
W, HREN SRR, ERRRLE

Please don’t hesitate to tell me what you need. A4 EEFTREEHEIRFEK.

5. Up in heaven there is paradise,down on Earth there are Suzhou and Hangzhou. 7 K
=, T B A

6. Hangzhou is one of the six ancient capitals in China. M EFEHSNKTHZ —. H4
HACE R B FE R

7. West Lake HUM PG, A7 P+ 527 EE LR A

8. The cast is the city proper. 4 ERHLM . proper HTEA4 A2 G , BB PR TI & 9,
AEH”, 40 Students have to do a year’ s preparation before they start the degree course
proper. “FHBSRER TR, ARG A RRIF I Bt IR A

2.3 Function Study

Asking for attention

1. Ladies and gentlemen, may I have your attention please?
2. Your altention, please?

3. Ladies and gentlemen, please let me have your attention for a moment.

Pari 2 ‘On the way ’



Before setting off

1. Please sit down and make yourself comfortable. We’ll be leaving right away.
2. Please take your seats. We are setting off in just a few minutes.

3. Is everyone on the bus?

4. Off we go.
Showing directions

. The Peace Hotel is located on Nanjing Road, close to the Bund.
. No. 12 bus will take you there.

. Look at the skyscraper on your left hand.

1
2
3. Please look to your right.
4
5

. Go straight ahead and that is cur hotel.

Delivering a welcome speech to a tour group

Greet the tourists.

A L W N -

2.4 Word Bank

mansion ; high-rise
skyscraper
two-story ‘building
sightseeing top floor
traffic lights

street; road

alley; lane
crossroads; junction
exit

main street
roundabout

the old town
fountain

statue

monument
limousine

trolley bus

fly-over

legend
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Extend a welcome to them.

Introduce yourself and the driver to the group.
Tell the tourists that you are always at their service.
Give a brief account of the hotel where they are going to stay during their visit.

Wish the guests a pleasant and enjoyable visit to your place.
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B

pedestrian A

map of the town b e A
street lights apd)

clothes shop B 23
window display o 6 B 5 o
traffic jams #EE

one-way street BATIE

2.5 Role Play

1. Address a group who come to your city for a 2-day visit. Make a welcome speech to them
on behalf of your company.

2. You take a foreign visitor for a city tour. Tell him briefly the general information of your
city, including population, area, history, culture and so on. Point out the places of interest and

main buildings along the way.

@ Checking in at a Hotel

3.1 Background

Upon arrival at a hotel, as a local guide, you should help the tourists check in and introduce

to them the locations of the main facilities of the hotel. For example, you should help the tour
escort to fill in the registration form, and assign rooms to the guests. You may point out to the
guests where the lifts and the restaurants are. Sometimes, you even have to explain to the guests
such trifles as whether the water from the tap is drinkable or not, how to make IDD calls from the
room, or how to use the room key. In case the tourists find something wrong with their rooms, you
should inform either the Housekeeping Department or the Front Desk immediately and try your
best to assist tourists in solving the problem.

After the luggage arrives, you should help the Bell Desk to have the luggage sent to the
rooms as soon as possible. The guide should show the tourists to the restaurant when they have
their first meal in the hotel, and tell the waiters the group size and special requirements. And you

should also explain the beverage policy for the meals.

3.2 Dialogue
Dialogue One
Scene: Zhang Lin is the local guide accompanying China Smith Tour 040728, consisting of
25 members. Ms. Brown is the tour escort. They have just arrived at the hotel and are ready to
check in. A receptionist is attending them.

Z—7hang Lin D—Doorman B—Ms. Brown R-—Receptionist

Pant3 Checking in at a Hotel 6
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Good afternoon.

The Front Desk is straight ahead. After you, please.

Good afternoon. May I help you?

Ms. Brown, our company has booked 11 twin rooms and 2 singles for your group. Is it
right?

That’ s right. Just remind the hotel staff to put a baby’s cot for Mr. and Mrs. Young.

1 see. ( To the receptionist) Hello, 1 am Zhang Lin,the local guide of China Smith Tour
040728.

A minute, please. Let me check the arrival list on the computer. Yes, we are holding
11 twins and 2 singles for three nights for your group.

That is right. Are the rooms ready now? The guests got up so early in the morning that
they are very tired now.

I’ m sorry to say that 2 rooms are not ready yet. Our hotel is very busy today. But I will
ask the housekeeping department to tidy up the rooms at once.

Please hurry up. By the way, there is a couple in my group who are traveling with their
13-month-old baby. Can you place a baby’ s cot in their room?

Of course. But our hote] will have to charge an extra $10 per night for the cot.

Let me talk to the couple and see if they would like to pay. (@ minute later) OK. Here is
$30 for 3 nights.

Thank you. And Ms. Brown, do you have a group visa?

Yes, here you are. And this is my passport.

Thanks. Here are room keys of your group. I hope you will enjoy your stay at our hotel.
Thank you, we will.

Has the check-in luggage arrived? We’ ve got altogether 26 pieces.

Yes. But the bell service is very busy now. And I will ask them to deliver the luggage to
the rooms as soon as possible.

My group will have dinner at the hotel tonight. Are we going to eat at the Chinese restau-
rant on the second floor?

Let me see. Yes, at the Peony Restaurant on the second floor.

Can you arrange 3 tables for my group? We will start at 7:30.

3 tables for China Smith Tour 040728 at 7:30. Am I correct?

Yes, thank you. One more thing, can you make a wake—up call for the group at 7 a. m.
tomorrow ?

7 o’ clock tomorrow morning. It’s done.

Thank you.

My pleasure.

Dialogue Two

Scene: At mid-night, the tour guide hears the door bell ringing. He gets up and goes to-

wards the door.
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