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Background

Elena is a graduate and an intern tour guide, who has just been enrolled by CYTS (China Youth
Travel Service). As a green hand to the workplace, she still has many puzzles and difficulties to face

with.

Teacher W, what shall I do e ! o b

to better serve my tour group? v
I think I need to review my et
professional knowledge and

skills again.

Don’t worry, Elena, just recall what you have studied
in our class. Tour guide is the soul of modern tourism

industry, who provides assistance, information and cultural,

- 1 3¢

historical, and contemporary heritage interpretation to
people on organized tours. Other relevant responsibilities
demand a tour guide’s professionalism on coordination,
communication, and flexibility.

Let’s shift to the major workplaces of a tour guide and

zoom in the routine tasks.
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Reception

Reception is the first step for a tour guide’s serial jobs. And we may also regard it as
the first meeting between a tour guide and his/her tourists, and as the first show of a
tour guide’s professionalism and personal charm.

In this chapter, you will learn some practical English expressions concerning routine
jobs for a tour guide meeting his/her foreign tour group at the airport and taking them
from the airport to hotel. You shall remember a tour guide’s professional skills, his/her
words and conduct, personality and characteristics, which not only constitute his/her
personal image, but also the tourists’ impression on the city or even the country. Thus,
reception is extraordinarily crucial and significant.

J



“ Part 1 Airport Pick-up

Situation
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Airport pick-up is very important for a local guide whose words and conduct, and personal

image will even influence tourists’ impression on a foreign country. How should a local guide behave

i 4 5 S

properly when receiving tourists at the airport?

Learning Objectives

In this part, you will get communicative skill practice.
You will learn:
© Preparations for a green-hand tour guide before receiving a tour group;

© The customary procedures for greeting a tour group at the airport.

Lead-in

1. What is the difference among tour leader, tour guide, and scenic spot guide? Match the

following posts on the left with the job responsibilities on the right.

) 4 R
to ensure the tourists get what they paid for, facilitating the
tour guide flight, protecting the safety of tourists, solving problems, and
making sure they have a good time
— 9 J
) f N
to arrange tour activities at a scenic spot, entailing providing
tour leader commentary, routing the tour, and seeing that people have a
good time at the scenic spot
- & J
) f R

to carry out the travel plan and offer the arrangement of
scenic spot guide activities, explanation and interpretation services to the tourists

in certain local area

- @@ . Y

2. Can you tell us some famous national travel agencies?



3. What should a tour guide do before and during the airport pick-up?

Reference

here!

Word Pool

luggage claim section/area 1725 {2 Uik checked luggage $Lizf72%

carry-on luggage [ifi B #5747 AU T2 luggage claim tag/check {72 A 45ihR2%

carousel [[kaerallsel]l n. (Hl¥g ) 172453%4H  collect [kolllekt] v. 47HL (172%)

airline [[Jealalin] n. fiZS 23 F] 5 MLk flight number fiii¥t-5

check-in counter {HHLIE & luggage office (#li7) 17240
Sample

(Elena is holding the welcome board, standing in front of the International Arrivals to wait

for her foreign group.)
A: Mr. Brown, a tour leader from the US
B: Elena, a tour guide from CYTS

A: Excuse me! Are you Mr. Brown from San Francisco?

B: Yes, Jim Brown. And you are...

A: Elena, your tour guide from China Youth Travel Service. Nice to see
you, Mr. Brown.

B: Nice to see you, Elena. Thank you for your coming to meet us at the
airport.

A: My pleasure. How was the flight, Mr. Brown?

B: Pretty good overall, and it’s our first visit to China, for which we have
been longing for years.

A: Really? Then I can assure you that during your stay in China, you’ll have
plenty of time to see many interesting places, experience diversified
Chinese folk culture, and taste delicious Chinese cuisine, and you’ll find

your trip to China is worthwhile.

Recognizing

Self-introduction
&
greeting

Asking about
journey
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B: Great!

A:Mr. B 1d 1 heck if all b d Asking the tour
: Mr. Brown, would you please check if all your members and your sadarfor check
luggage are here right now? Our coach is waiting outside. liasge and
B: Wait a moment, please. Let me check it. e

leading the group
to the coach
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) Summary
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Major steps for receiving a tour group at the airport

Checking and

. Asking about j : ]
Recognizing each Greeting and making a Sking about journey confirming the

howing sinceri .
other through the é Selfnmoducsion é showing sincerity for = luggage and tourists;

welcoming board serving the group leading them to leave

for hotel by coach

Keys for successful airport pick-up

Enough preparation beforehand—get familiar with the name of the tour group, especially the tour
leader’s name and the name list of the whole group; prepare welcoming board; arrange pick-up coach
and driver.

Before setting off—recheck and reconfirm information, like flight No., airline, departure time,
arrival time and airport terminal; reserve sufficient time to leave earlier for airport in case of rush hour,
heavy traffic, and bad weather; if possible, contact with the tour leader ahead of the boarding time.

During reception—follow the steps and display regular etiquette; welcome the group warmly and

take the group to the destination efficiently; deal with any possible problems in a helpful way.

Teacher W, why is a tour guide’s impression so crucial? What kind
. of impression should I make on my tour group?

\



very important job. In many cases, the tour guide is a traveler’s first

Be cautious to your conduct. £
ks J
Elena, please bear in your mind that being a tour guide is a

impression of a foreign country. A tour guide may be responsible for ~ -

-y
teaching tourists about the culture and sites in a city or town. Thus "
he/she becomes the icon of that culture and place.

Even if you are only responsible for taking tourists from the
airport to the hotel, it is your responsibility to make the short trip

interesting, informative, and safe.

Scan the QR code to get access to the
audio recording and the keys.

Exercises

1. Listen and fill in the blanks with what you hear and then do an oral work to practice it.
A: Alocal guide from CITS (China International Travel Service)
B: Doris, a tour leader from UK

C: All tourists

A: Excuse me, are you the (1) from Eyou London Travel Agency by the flight No.
BA39?

B: Yes, we are.

A: Welcome to Shanghai. I'm Sam from Shanghai Branch of CITS. The travel service has sent
me here to meet you. Who is the group leader, please?

B: It’s me, Doris.

A:(2) , Doris. Nice to meet you all, ladies and gentlemen.

C: Nice to meet you, too. It’s very kind of you to meet us here at the airport.

A: My pleasure. During your visit to Shanghai, I’ll be your tour guide.

B: That will be great.

A: Do you have any (3) to collect?

B: Yes, we checked eight traveling bags.

A: Let’s wait here then.

(In a short while, the checked luggage was sent to the luggage claim section and the tour
group got their checked bags.)

B: We have got back the checked bags now. Shall we (4) now?

A: Yes. Follow me, please. A CITS bus is waiting for us at the (5)

B: It’s very (6) of you to make this arrangement.



2. Translate the following sentences into Chinese or English.

(1) On behalf of Hangzhou International Travel Service, I’'m delighted to welcome all of you
from afar to Hangzhou.

(2) Here are some brochures that describe various tour routes in Zhejiang. You may choose any

one you like.
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(3) I can’t bear suffering jetlag after each long flight.

(4) Will you please take your luggage and follow me? The coach is waiting outside.
(5) Do you know where the baggage claim is?

(6) TR EF AR T A T 07

(7) T IRIFA TR AT Y AR R 55 1157

(8) I AT 2 2ot — W AR ARG, IR EA R

(9) MRV AF 1, FATIRAF S5 L5

(10) /B ERIRALIZIEF AT

i 4 5 S

Expressions

Tour guide

© Excuse me. Are you the tour escort of ABC Tour Group from Boston, the US?
I’m Jocelyn, a tour guide from CYTS.

How is the trip?

How many pieces of luggage do you have all together?

© 0 © ©

You must be very tired after such a long journey.

Tourists

© It’s very considerate of you to arrange our itinerary.
What’s the weather like in Beijing these days?

How many spots and historical sites are there in Beijing?

I’m not familiar with the place. I’'m ready to hear your suggestions.

© 0 © ©

Could you be kind enough to make some alternations to the itinerary?

& Supplementary
Receiving Tourists at the Airport

On the day when a tour group arrives, there are many jobs for a tour guide to do to ensure that
everything goes smoothly.
Before the arrival of a tour group, as a tour guide, you have a number of duties to attend to.

Firstly, you should call the reception desk at the airport to confirm the exact time of arrival of the



flight. Then contact the bus driver to pick you up and travel by bus to the airport. On the way to the
airport, it is best to remind the driver of what is on the tour itinerary and ensure that he has a copy.
Please make sure that you arrive at the airport at least 30 minutes before the arrival time of the flight.

Secondly, when arriving at the airport, make sure that the driver chooses a convenient parking
space so that the tourists can get on the bus easily and safely.

Thirdly, go to the airport lobby and reconfirm the arrival time. Then contact a porter and tell him
where the bus is parked so that he knows where to take the luggage.

Fourthly, go and stand by the exit barrier with the tour flag or a sign. Make sure you will be
easily seen so that the tourists can recognize you as soon as they exit. International groups often have
a tour leader with them, so make contact as soon as you can. You can ask questions like this: “Excuse
me, are you the UC Tour Group?” or “Are you Mr. Smith from the MRB Travel Agency of Australia?”
Then you should tell them your name and your travel agency. Check their names and flight numbers.
Next, check that all the luggage has been claimed and collected by the porter for transfer to the bus.

When everybody is ready, guide the tour group to the bus and ask the driver to help tourists store
their luggage. Stand by the door of the bus, smiling and silently counting to make sure that everyone is

on the bus.

P Projects

Situation 1 Work in pairs. Lily, a tour guide from CITS, is meeting Mr. White, the tour leader of a

tour group from Canada. Practice making a short conversation with reference to the expressions below.

2 Mr. White A,

© Welcome to Hangzhou. Glad to meet you. ©Glad to meet you, too.
OTI’'m your local tour guide during your stay © Thank you for coming to meet us here.

in Hangzhou. OAllow me to introduce you to the group.

©I hope you’ll have a pleasant stay here.




Situation 2 Work in pairs. Practice making a conversation between a local guide and a tourist about

looking for his/her missing luggage at the airport with reference to the expressions below.
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©My briefcase hasn’t come out yet. ODon’t worry. I’ll help you find it.
OBlack, about 20 cm wide and 30 cm long. O What color is it? What’s the size?
© What should we do now? OLet’s go to the Luggage Office.

‘I Reference Kit

The video lesson provides you with more
vivid instructions. Pay 10 yuan, and you
can get access to all the video lessons in
this book.

Compare your practice with the showcases

containing in the QR code.

For more luggage problems at the airport,

you may consult this for help.



Further Ahead

English at Airport
Public signs
Board notices , which include
written words or symbolic forms %8 o~ .
o . SREZEoanREn 9.
of indication and cautions at the fr e 9 |
. " - - Lo ; - Level o KETOAAN gy %
most, used in public facilities, | - P e P — m
and here specifically refers to g ; T e ) @) O (. Y
pecifically \ IEE-EEL -

the airport. Indicating is the most
basic function that is performed in sign language, thus the indicative signs for directing and locating

account for the most portion for signs at the airport. Cautions include words of warning, restricting,

and compelling.
NIRTE
ﬁ k DL AR BHHEE T —Fh s M, Sl %
SCFESEBRALR, AHER . BRENE, ARIBRIEA
HISRE R RINEE, ISR R AR T T
No Flash Allowed DoNotStepOn i HEBIS. EOME, EBRIEIAREN
SEACT R A | B iR A P B A O AR

Check in Without Not for Drinking

Baggage L
Know more about public signs—language

features and translation skills.

Airline code
IATA airline designators, sometimes called IATA

reservation codes, are two-letter codes assigned by

the International Air Transport Association (IATA)

to the world’s airlines. IATA airline designators are

used to identify an airline for commercial purposes in JAPAN AIRLINES  woocans 7y gg
; S 2 -

reservations, timetables, tickets, tariffs, air waybills, JL‘!_” - ‘m' e gm ) 27K

telecommunications, and the airline application as R N -

well. < . T JAL o
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